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In 2020, digital leaders will need to shift their strategies to serve rapidly changing customer preferences and enhance  
operational efficiency. Changes and innovations need to be implemented instantly to keep up with the proliferation of  
mobile devices and apps, increasing penetration of IoT, adoption of AI and Big Data, and the need to improve operational 
performance. Additionally, security and digital privacy concerns are expected to restrict  market growth across the globe.

This is a guide for your digital leadership journey put together by leaders from various industries and verticals and backed 
up by research and data. 

Over seven years ago, Mark Andreessen, a famous American entrepreneur, investor, and software engineer proclaimed 
that: "We are in the middle of a dramatic and broad technological and economic shift in which software companies are 
poised to take over large swathes of the economy." While this prediction turned out to be one of the most accurate ones 
for the last 10 years, the current state of business technology is affecting this vision drastically. 

Digital industry experts and thought leaders predict that 2020 will bring new challenges for organizations looking to 
provide more personalized customer engagements across channels, drive employee empowerment, and accelerate 
business processes optimization and operations efficiency.

INTRODUCTION
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Offered as part of software with broader capabilities, low-code/no-code technology is the new 
approach to managing the IT infrastructure as it allows for building custom business processes and 
applications without touching the code, enabling organizations to speed up application delivery  
and help businesses achieve faster time-to-market.  

In 2020 even more organizations will turn to low-code/no-code tools as they will enable rapid changes 
without increasing IT costs. In the upcoming year we will also observe these technologies used more 
commonly by  non-IT employees, such as business analysts, project managers, marketers, sales 
professionals, HRs, etc., providing organizations with more resources to fulfill the growing demand for 
new processes and apps. 

By incorporating the low-code/no-code technologies into their digital strategies, business will be also 
able to embrace the “Everyone a Developer” concept that will become one of the core drivers of their 
transformational initiatives by empowering literally any employee to build their own custom solutions 
without requiring IT support. 

Low-code/ 
no-code will 
disrupt the IT 
delivery processes 
by empowering 
everyone to be  
a developer

#1 

of application development activity will be low-code by 2024. Through 2021, market demand for app development will grow at 
least five times faster than IT capacity to deliver it.

5 times faster 65%

By 2024, 75% of large enterprises will be using at least 
four low-code development tools for both IT application 

development and citizen development initiatives.

of businesses are using low-code solutions today, 
while 43% said they are interested in working  

with a low-code provider.

75% 29%

(Gartner)

(Gartner) (Gartner)

(Forrester)
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”

”

No code / low code (NCLC) is a great way for citizen developers to extend their solution without 
a formal IT background. It allows business people to quickly modify their system without 
IT support. The evolution of software development from programming languages to code 
generators, application frameworks, and BPM processes, makes NCLS a natural progression for 
software development frameworks. It is the new horizon for software development and frees the 
end user from the backlog usually found in IT.“

Software is constantly evolving and becoming more user-friendly while empowering users   
who don’t have coding experience to configure and accomplish business tasks. The low-code/
no-code tools provided by Creatio have been a big difference maker for us allowing 
to quickly adapt and change processes since we are a young company without enough 
documented processes in place for our day-to-day activities. 

Many software solutions we’ve used in the past have required the involvement of another party 
for development, sometimes internal, but often 3rd parties. Creatio has given us the ability to 
solve almost all  problems so far using the low-code/no-code tools. Between business rules, the 
process designer, and the design wizards, you have enough capabilities available to come up 
with creative solutions by using one or a combination of those tools. Internal employees have 
been very demanding with the amounts of new fields, new features, or changes to existing 
features they are requesting. Yet throughout all of these requests, we haven’t had to ask for 
custom development or find other software to bring in to solve our business challenges.”

SAM BIARDO 
Founder and CEO at Technology Advisors, Inc.

MITCH KASCHUB 
CRM Administrator at Health e(fx)

Low-code/ 
no-code will 
disrupt the IT 
delivery processes 
by empowering 
everyone to be  
a developer

#1 
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AI, which aims to fully replace  manual human effort, is still in the developing stages with sometimes 
limited capabilities of understanding and natural language processing. Business requires AI to be 
more intelligible, adaptive, customizable, controllable, and context-aware. These demands embrace 
the trend for the development of conversational AI, which understands and can organically support 
conversations with people.

Conversational AI is getting to the top of business leaders’ agenda of spurring successful customer 
service and engagement. By allowing customers to communicate with businesses simply using their 
voice, conversational AI presents a great potential to enhance marketing, sales, service and digital 
commerce activities. 

Conversational AI also allows for deeper engagement with potential clients and offloading your 
employees of boring and irritating tasks. Therefore, conversational AI will transform businesses 
by enabling them to convey more  personalized communication with less effort and resources.   

Conversational AI 
will enable truly 
customer-centric 
services 

#2

According to Gartner’s 2019 CIO Agenda, 31% of enterprise 
CIOs have already deployed conversational platforms. This 
represents a 48% year-over-year growth in interest and points 
to conversational platforms taking center stage in enterprises’ 
adoption of AI. 

31% of business executives believe “virtual personal assistants” 
will have the largest impact on their business, more than any 
other “AI-powered solution.”

The global conversational AI market size is expected to grow 
from $ 4.2 billion in 2019 to $ 15.7 billion by 2024, at a CAGR of 
30.2% throughout 2019-2024.

By 2020, conversational artificial intelligence (AI) will be a 
supported user experience (UX) for more than 50% of large, 
consumer-centric enterprises. 

50%$15.7 billion

48%

Half of all searches will be voice searches by 2020. The voice 
market will grow from $1.6 billion in 2015 to $15.8 billion in 2021. 

$15.8 billion

By 2020, robots will handle over 85% of client-company 
interactions and 67% of people expect to see/use conversational 
interfaces when talking to a business. 

85%

31%

(Gartner)

(Gartner)

(MichaelManagement)

(iProspect)

(Globenewswire)

(PwC)
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”

”

I believe, in the near future, businesses will rely more on AI to reduce personnel costs, but will 
still keep a small number of staff members in order to solve complex issues. By combining these 
2 approaches – AI and PI (People Intelligence), we will be able to move forward without losing 
in customer satisfaction and sales.

Creatio allows for combining those 2 approaches very quickly and accurately. The advanced 
system allows us to manage service efficiently so we can help more people in less time to setup 
a personal touch even during an automated procedure. This is exactly how this combined 
approach can help raising the customer satisfaction.”

Fifteen years ago I was writing scripts for customer service representatives. In a telecom industry 
over 90% questions fit on predictive conversational flows. These were the times where voice 
ruled. According to Facebook messenger stats, 56% of people today prefer to message rather 
than call customer service. The use of messaging services unveil the potential for conversational 
AI and transform how customer services are provided. 

Messenger services, intelligent ChatBots coupled with unified CRM solutions enhance the 
cross-channel customer experience and reduce contact centre costs. Today, companies must 
adapt fast to the needs of demanding customers. At imDigital we recommend Creatio as a 
customizable platform able to deliver intelligent service management to accelerate service 
delivery and customer delight.”

ALUMA GANIEL-KOBY 
CEO at Sheeta

LUIS GONÇALVES 
General Manager at imDigital

Conversational AI 
will enable truly 
customer-centric 
services 

#2
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Predictive 
intelligence 
will accelerate 
decision-making

#3

Predictive intelligence allows for delivering unique experiences to each individual by analyzing their 
behaviors and producing insights for automated decision-making. Consisting of a combination of  
ML-based technologies, Predictive Intelligence will beсome a critical part of any digital strategy
in the near future.

Therefore, organizations looking for ways to stay ahead of the curve in 2020 will need to foster 
predictive intelligence to eliminate manual data analysis while proactively making decisions 
which accelerate marketing, sales or customer service results. The constant advances in predictive 
intelligence will allow businesses to scout new business opportunities and drive better customer 
engagements by processing historical data more effectively and converting it into value. 

By 2020, insight-driven businesses 
will steal $1.2 trillion per annum 
from their less-informed peers. 

$1.2 
trillion

By 2022, more than half of major new 
business systems will incorporate continuous 
intelligence that uses real-time context data 

to improve decisions.

2022

Augmented Data Management: "through to 
the end of 2022, data management manual 
tasks will be reduced by 45% through the 

addition of Machine Learning."

45%

”
Value to the customer will be in providing insights to the front-line sales team on the 
customer behaviour and prioritizing the resources according to the customer needs. These are 
the key pillars of providing a superior customer experience. Creatio’s ML models help  in 
predicting the probability of a sale, using insights to strategize the cross-selling/upselling of 
the products or services, along with complete 360-degree view of the customer interactions 
resulting in improved client satisfaction. The usage of Predictive Intelligence models will 
continue to grow upwards in 2020.” 

GANESH BABU VASANTHA RAJAN 
MD & CEO at AgilizTech Software Services Pvt. Ltd

 (Forrester) 
 (8ways)
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”
For many years now, retail organisations have been focusing on streamlining and automating 
repetitive tasks. Whilst this is still a challenge for many, the advancements in artificial 
intelligence within business technologies means that the new frontier is "personalisation". 
In today's environment, this is a goldmine for organisations looking to create an edge 
by creating personalised engagement at scale. Making customer's shopping & browsing 
experience easy and effortless is a key differentiator in today's saturated environment. 
Customers love personalisation because it saves them time, it's convenient and they connect 
better with a brand. 

The opportunities for predictive intelligence extend beyond marketing and sales. For example, 
we are working with insurance underwriters that are leveraging predictive intelligence to 
create risk signals that can help put in place preventative measures for the customer. This 
is a win-win for both customers (getting help to prevent an insurable event) and the insurer, 
who is reducing the loss ratio on a book of business by lowering the occurrence rate and 
probability of insurance claims.

We believe that businesses in every single industry can create significant differentiators 
by employing unique applications of artificial intelligence to help find patterns and predict 
data points. Technologies like Creatio have embraced this into their offering and enable 
organisations to use artificial intelligence outputs and embed them in the day to day business 
process.”

ALEX ZARATE 
Founder and Managing Director at Zero B.S.

Predictive 
intelligence 
will accelerate 
decision-making

#3

10



Enterprises 
will focus on 
centralized data 
management

#4

The majority of organizations are still operating in silos, which slows down operational efficiency 
and has a negative effect on CX. Centralized data ensures easy access to a shared source of data, 
resulting in increased productivity, optimized collaboration among organizational departments, and 
more confident decision-making. Eliminating data silos, ensuring clean data, guaranteeing security, 
and improving data governance remains one of the key goals regarding data centralization.

Business software solutions that are able to create a Single Source of Truth (SSOT) of customer 
data throughout the entire customer journey will hold the top spot in the market in 2020. Enriched 
with the power of AI, these solutions will not only keep  information in one place, but also will 
process the data and help software users to make data-driven decisions. By gathering disconnected 
data resources and connecting them into a centralized data warehouse, SSOT-based solutions will 
enable organizations to reduce concerns regarding data integrity and provide high-end customer 
experiences. 

Through 2020, organizations adopting data hub 
strategies will achieve outcomes dependent on shared 

and governed data with at least a 60% lower cost. 
(Gartner) (Gartner) 

(Gartner) 

By 2020, most data and analytics use cases will require 
connecting to distributed data sources, leading enterprises 

to double their investments in metadata management. 

60%

20%
By 2023, AI-enabled automation in data management 
will reduce the need for IT specialists by 20%.

2020
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”
Centralizing data sources across the organization can assure that each division of the 
organization has access to a common source of trusted data, allowing for increased 
productivity, optimized collaboration and more confident decision-making. In addition, 
centralizing organization data eliminates data silos by integrating all information into a single, 
shareable source. This, in turn, minimizes the time spent reconciling competing data sets and 
reduces the inefficiencies caused by inaccurate or incomplete data. 

Moreover, streamlining data into a centralized data source improves data governance 
capabilities. 

A centralized source of data enables customers to monitor and control data access points 
easier, clarifying the process of data custody and minimizing the risks involved in mishandling 
sensitive information. Last but not least, a centralized data source is easier to maintain and 
keep clean. Therefore, centralizing data should become a top priority for organizations that 
want to succeed in the long run. I’m convinced that in 2020, more and more enterprises will 
implement SSOT-based solutions to address key business challenges.”

SERGEY SOROKIN
Customer Success Director at Creatio

Enterprises 
will focus on 
centralized data 
management

#4
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Self-sufficient  
IoT will become  
a global necessity

#5

One of the critical challenges faced by organizations leveraging IoT in their digital strategies is the 
amount of resources required for sustaining a device’s functionality throughout the operation cycle. 
In 2020, digital leaders will be on the lookout for more self-sustaining IoT hardware, along with 
software capabilities to support these infrastructures. This will bring the “Fit and Forget” model to the 
forefront of the market making it more popular among forward-thinking organizations. The “Fit and 
Forget” model is aimed to improve IoT and cut IoT costs usability throughout the operation cycle 
thanks to sensors and devices which will require less hands-on maintenance.

With further penetration of IoT devices into the business world, the need for a unified language 
which allows devices to errorlessly exist will make AI-powered IT infrastructures critical. This need will 
be reinforced by the growing number of businesses looking for ways to reduce the complexity of 
implementing IoT strategies. This will be achieved thanks to more unified IoT platforms and devices 
that can be integrated with less resources and effort. 

On the way to self-sufficiency of IoT devices, data security, data quality, and integration will be 
the main challenges in the upcoming years. Recently, a cybersecurity law covering “smart” devices 
and setting minimum security standards has been signed by California Governor Gavin Newsom. 
California is the first state to make a law revolving around cybersecurity, though more are expected 
to follow suit as users become more educated about issues revolving around data security. 
Organizations implementing the IoT strategies in 2020 will need to keep track of IoT-related laws  
in order to avoid potential legal issues.

IoT devices will generate more than 90 zettabytes of data in 2025. 

>90 zettabytes
of organizations feel that there are challenges to creating value 
from IoT-related data.

97%

Through 2020, half the cost of implementing IoT solutions will be 
spent on integrating various IoT components with each other as 
well as back-end systems.

By 2020, the world will contain over 20 billion IoT devices, 
generating trillions of dollars of business value. 

>20 billion2020

(8ways) (TechJury)

 (Gartner)
 (Gartner)
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”
Even though IoT is still not an established market, I am deeply convinced that it has a huge 
potential. IoT encompasses extremely diverse technologies ranging from sensors and robotics 
to drones. If implemented thoroughly, IoT can transform business models and redefine the way 
that organisations relate to their customers and suppliers. Over the next few years, IoT apps will 
play a crucial part in a wide variety of industries. Organizations investing in the development 
of apps targeted at interacting and managing elements of the IoT infrastructure will bring 
many advantages over competitors and strengthen its business in the future through improved 
efficiency and productivity, data sharing, remote working, and risk reduction.”

VITALIY GDULYA 
Chief Platform Officer at Creatio

Self-sufficient  
IoT will become  
a global necessity

#5
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Security & digital 
regulations will 
significantly 
impact business 
strategies

#6

In the last  few years, privacy and data protection laws and regulations have been modernized 
on the global level. In Europe, GDPR has intensified global regulatory activity and is driving 
radical change in data sharing and the usage of customer data by enterprises. In the US, 
California adopted the country’s first major consumer privacy law, which  grants Web users the 
right to see the personal information companies collect about them. 

At the same time, for the last couple of years we’ve observed numerous massive data breaches 
and leaks, such as the Facebook-Cambridge Analytica scandal. According to Gartner, by 2021, 
organizations that bypass privacy requirements and are caught lacking in privacy protection 
will pay double the compliance costs than best-practice-adhering competitors. Security issues 
and data privacy will influence decisions at the board level and will be one of the hottest topics 
of discussion by business leaders worldwide. 

With evolving regulations worldwide and governments passing and implementing new security 
and privacy laws, the era in which data security and digital privacy is only an afterthought 
will come to an end soon. Instead, business leaders will need to tie security programs to their 
transformational strategies in order to protect the confidential information and personal 
data of their global customers. 

By 2020, archived personal data will represent the largest area of 
privacy risk for 70% of organizations. 

By 2021, more than 60% of large organizations will have a privacy 
management program fully integrated into the business.

Through 2022, 80% of organizations (up from 30% in 2018) will 
undergo  change in some form in their security’s organizational 
structure as a direct result of digitalization. 

80%

60%70%

By 2021, organizations that have bought privacy risk and are 
caught lacking in protection will spend more than double the 
compliance costs of their prepared competition.

By 2022, half of the planet’s population will have its personal 
information covered under local privacy regulations in line  
with the General Data Protection Regulation (GDPR), up from 
one-tenth today.

2021

2022

(Gartner) (Gartner)

(Gartner)(Gartner)

(Gartner)
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”
Concerns about cybersecurity and violations of digital privacy are becoming the leading 
theme for both individuals and businesses around the world. In Optingo, we believe that 
it will become more and more difficult and expensive to protect the critical business 
infrastructure and customer data in the classical on-premise environments, typically 
including multiple services, applications and databases. Policies, processes, measures and 
tools required to build the protection on the reasonably required level are rather complex, 
time-consuming and expensive. This concern will only grow in the years to come fueled by 
the frequent security and data breaches.

This is yet another reason for considering the SaaS model from the leading, global 
suppliers. Of special value are the solutions that support multiple vertical applications and 
processes on one platform, with the security measures built by design on the 
infrastructure, database and application level. In that context, Creatio provides a very good 
answer for building the application strategy in the unified secure environment that is 
difficult to reach on the individual company level.”

WOJCIECH WOJNAR 
Partner at Optingo

Security & digital 
regulations will 
significantly 
impact business 
strategies

#6
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Blockchain will 
deliver efficiency 
and disruption

#7

Even though there is still uneven adoption of blockchain technologies across industries, pragmatic 
application of blockchain can generate incredible business value. Blockchain is increasingly 
becoming a popular alternative to traditional ways of building IT infrastructures and transferring 
data. The technology is significantly influencing three core building blocks of compute 
infrastructure: storage, processing, and communication. Distributed ledger technology enables 
trusted interactions and can improve market efficiencies and also reduce costs. In the upcoming 
years, blockchain adoption is predicted to increase. According to Gartner, over one billion  people 
will have some data about them stored on a blockchain by 2022, even though many might not be 
aware of it.

In 2020, blockchain will be also seen as a solution to decentralize the data obtained by AI-powered 
technologies. The combination of these two emerging technologies is a win-win. Blockchain can 
make communication between servers and applications both more transparent and more secure.  
As customers become more concerned about how their data is being used or stored, the 
technology might turn into a quick fix to data trust issues. 

By 2025, the business value added by blockchain will 
grow to slightly more than $176 billion, then surge 

 to exceed $3.1 trillion by 2030. 

Although                                                      initiatives are 
nascent, interest has accelerated significantly during the 

past year, making blockchain a                  for supply chain 
leaders to watch in 2019. (Gartner) 

2019

Only 4% of enterprises expect that blockchain will be a game-
changer for them, according to the 2019 Gartner CIO Survey. 
Only 11% of enterprises have deployed — or will deploy over the 
next year — even minimal blockchain-inspired technologies. 

4% & 11%
Looking to 2030, as part of the “internet of value” phase 
emerging in 2020, blockchain technology will be the main 
protocol changing the rules of engagement among economic 
participants while enabling microtransactions and the exchanges 
of a wide array of new types of digital assets including via 
autonomous things. 

2030

(Gartner)
(Gartner)

(Gartner)
top trend

supply-chain-related blockchain

(Gartner)
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”
Over the past couple of years, blockchain gained a lot of popularity and traction. However, since 
the market artificially popularized blockchain, the hype around the trend has slowed down. This 
can be easily explained: after digging deeper into  blockchain, many organizations discovered 
that it is a niche technology that can't be applied to their business. Nevertheless, I assume that 
blockchain-based solutions will continue to increase in market share. The next big step with 
blockchain will be done in a few years when we get some mature enterprise-grade platforms 
and tools built around this technology.”

VITALIY GDULYA 
Chief Platform Officer at Creatio

Blockchain will 
deliver efficiency 
and disruption

#7
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Advanced use 
of Big Data will 
prove to be  
a competitive 
differentiator 
for leading 
organizations

#8

                                                                          the digital data we create, capture, replicate, and 
consume will excel 175 zettabytes in 2025 (one zettabyte equals one trillion gigabytes) compared 
to 40 zettabytes in 2019. 

When employed correctly, data offers vast opportunities for businesses to transform their products, 
services, and customer experiences. Millions of connected devices, sensors, and screens generate new 
types of real-time information about customers, prospects, and their behavior. Data combined with 
intelligence can create new levels of operational efficiency and uncover new revenue streams. 

Big data will become even more deeply incorporated into business activities that are fundamental  
for success. Complexity of data will demand for a modern strategy using AI mechanisms to automate 
or augment manual tasks and processes. 

Leaders can no longer afford to ignore the urge for employing and educating staff to make use of 
data their business obtains. If leading in your space and gaining larger market share while offering 
top-notch service or product to your clients is your strategy, working with big data should become 
more consistent in order to be more effective for your business in 2020. 

By 2022, 90% of corporate strategies will explicitly mention information 
as a critical enterprise asset and analytics as an essential competency.

By 2022, 50% of cloud buying decisions will be based on the 
data assets provided by cloud service providers rather than on 
the product capabilities. 

By 2022, organizations utilizing active metadata to dynamically 
connect, optimize and automate data integration processes will 
reduce time to data delivery by 30%. 

By 2023, AI-enabled automation in data management will reduce 
the need for IT specialists by 20%.

By 2021, enterprises using a cohesive strategy incorporating data 
hubs, lakes, and warehouses will support 30% more use cases 
than competitors.

20%

30%

50%

30%

90%
While 86% of organizations responding say the ability to extract 
new value and insights from existing data/analytics applications  
is very important, only 30% are very effective at doing so. 

86%

IDC (International Data Corporation) predicts

{Gartner)
business2business

(Gartner)
(Gartner)

(Gartner) (Gartner)
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”
Big Data is becoming increasingly important these days as the business world is more 
competitive than ever. Using Big Data allows businesses to move faster and more efficiently. 
In the past business would have collected and analyzed information to generate results 
that could be used when making more educated, immediate decisions in the workplace. 
Constant development in technology has made this process much easier and less time 
consuming. Today, thanks to AI-powered Big Data processing, it can be used to analyze 
and understand consumer behavior while also providing clear insight into which products 
or services are the most popular. This has an important impact on profits and can increase 
consumer satisfaction.”

ANDIE DOVGAN
VP of Global Sales at Creatio

Advanced use 
of Big Data will 
prove to be  
a competitive 
differentiator 
for leading 
organizations

#8
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CONCLUSION
The ever-evolving technology landscape and emerging new tech trends 
impact the way businesses execute their strategies and creates new  
digital business and revenue generation models. Upgrading software  
so that it fulfils the requirements your business imposes is crucial for  
operational success. 

Creatio foresees a future where everyone is a developer, a future  where 
organizations can automate any business business idea in minutes. With 
this in mind, Creatio products reflect the latest tech trends  
to ensure their customers have the necessary tools to accelerate the  
business transformation cycle by accelerating, sales, marketing, service  
and operations. 
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