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Cloud-based communication is evolving at 
pace – here’s what’s on the horizon, according 
to our customer engagement experts.

Eight trends that 
will shape business 
communications in 2022



The pandemic has forced organizations to redefine the way they 
interact with customers. Many of these changes have resulted in 
more efficient and effective ways of conducting relationships – 
whether that’s video consultations for patients, chatbots for banking 
transactions, or more user-centered apps for retail customers.

I speak as a consumer myself, when I say that businesses can’t 
simply go back to the old ways of doing things once the pandemic 
is over. We need to keep focusing on making interactions more 
efficient, more enjoyable, and less time-consuming – whether those 
interactions are online, offline, or a combination of both. 

We’re on an incredibly exciting digital journey from which we can’t 
turn back. 2022 is a year of unprecedented opportunity: a chance to 

redefine ways of working according to the needs of the people who 
really matter – customers and employees.

With cloud communication technologies at the heart of this 
opportunity, I’m confident these 2022 trends – set out by our 
Infobip experts – will prove insightful and useful.

A word from 
Infobip’s CEO

Silvio Kutić

If ever there was a year in which 
businesses needed to boldly embrace 
change and grasp opportunities, it’s 2022. 
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A new world 
to navigate

The seismic changes the world is going through are 
clearly going to have a significant influence on how 
businesses conduct their relationships with customers 
and employees in 2022.

The digitalization of communication strategies 
are likely to accelerate – no matter which course 
the pandemic takes. Customers’ expectations 
of the digital experience they receive will evolve 
faster than ever too. Meanwhile, amid ongoing 
issues with stock availability, many businesses 
will find that CX becomes an even more 
important differentiator. 

Developers will of course be tasked with 
creating new digital experiences for 
both customers and employees – using 
communication APIs as building blocks. Ready-

made cloud engagement solutions will become 
crucial business tools too. The good news is, 
more digital touchpoints will give organizations 
better insight into their customers, which should 
in turn lead to better CX.

These are just a few macro trends now 
influencing business communications. In this 
ebook, Infobip experts will drill down a little 
further, sharing their perspectives on more 
specific trends CX-focused businesses need  
to be aware of in 2022.
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Businesses 
look to simplify 
communications

In 2021, businesses everywhere began to plan the digital 
transformation of their customer communications. 
It was mid-pandemic and they had to act fast.

TREND 01

Adrian Benić 
Chief Product Officer
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A time-consuming challenge
Much of the complexity businesses run into is a direct result 
of using disparate providers to build out their communication 
arsenals. This might mean establishing different set-ups (APIs or 
VPNs), integrating separate technology stacks, or continuously 
upgrading and maintaining various APIs. Then there’s the need to 
deal with various account, support, and legal teams. Automating 
customer interactions in this environment becomes a time-
consuming and administration-heavy challenge – and a big 
resource drain.

Combatting complexity
Many businesses simply don’t have the expertise to navigate 
this complex space. Even SMS – which is recognized as one of 
the easiest and most effective ways to automate customer 
conversations – requires significant knowledge to create campaigns 
(unless a provider offers the necessary services and support). 
Understanding local and global compliance restrictions for every 
channel is important too.

Businesses are starting to realize the key to cutting through siloed 
tech and data complexity is using a single cloud-communication 
platform that offers simple-to-use interfaces, flexible APIs for any 
channel, as well as SaaS and CPaaS options.

More channels and formats
We are entering an era that will be defined by an explosion of 
interactions – including machine to machine and machine to 
human. Meanwhile, the variety of channels and messaging formats 
used across the world is likely to widen. By embracing simplicity, 
the multiverse of customer communication possibilities can be seen 
as an opportunity, rather than a threat. 

So, 2022 will be the year many brands stop trying to juggle multiple 
systems across disparate platforms and opt for a single platform 
approach.  I’m looking forward to seeing this simplicity translate 
into measurable CX success in 2022 and beyond.

“Communication simplicity and platform 
rationalization will emerge as a significant 
cloud communication trend.”

TREND 01 – Businesses look to simplify communications

They knew they needed to set up 
communication campaigns quickly – 
preferably across a variety of channels. 
They knew they needed to make these 
customer interactions as frictionless 
as possible. 

They also knew they needed to extract 
data and insights from these interactions 
to keep improving and personalizing the 
customer journey. The problem was, many 
didn’t know how to make headway. That’s 
why, in 2022, communication simplicity 
and platform rationalization will emerge as 
a significant cloud communication trend.
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Preparations for 
the Metaverse 
get underway

Mark Zuckerberg has popularized the notion of the Metaverse. 
Just by announcing Facebook’s name change, and setting 
out a vision for the future, he inspired millions of searches 
for the phrase in the following few weeks. During 2022, 
increased understanding of the Metaverse concept will compel 
businesses to consider how they prepare for a digital world 
characterized by augmented and virtual reality shared spaces.

TREND 02

Silvio Kutić 
CEO
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A 3D digital world
The rumored release of AR glasses by tech giants such as Apple, 
will bring further attention to this idea of a 3D digital world 
growing alongside the physical world. Meanwhile, the mapping out 
of every single space in the world will accelerate, along with the 
building of replica digital spaces. In 2022 it’s vital for businesses to 
acknowledge this reality and plan appropriately.

Preparing for this future isn’t necessarily about creating AR and 
VR experiences. It’s about putting in place systems that allow 
businesses to communicate with customers in the digital world 
of the future.

Brand interactions
The Metaverse will be a place where customers and businesses 
connect – for commerce, for brand events, for community 
gatherings, for support. Businesses need to be relevant and useful 
in these spaces, perhaps building environments where customers 
can learn and get the help they need. Troubleshooting is a great 
example. Guiding customers through complex steps can be 
hard work but VR will make the process so much easier for both 
customers and agents. 

There will be many entry points to the Metaverse – through 
websites, messaging channels, and social channels. Businesses 
will need mechanisms to track these interactions and authenticate 
identities. They will need to extract customer insights to ensure 
interactions are relevant, useful, empathetic, and personalized.

Intelligent orchestration
Businesses need to build a foundation on which they can design 
and intelligently orchestrate any type of engagement activity 
across a customer journey. Subsequently, in 2022, this idea of the 
Metaverse is likely to act as another spur for organizations that are 
yet to digitally transform their customer communication. 

TREND 02 – Preparations for the Metaverse get underway

“Preparing for this future isn’t necessarily 
about creating AR and VR experiences. It’s 
about putting in place systems that allow 
businesses to communicate with customers in 
the digital world of the future.”
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Hybrid working means 
a communications 
redesign

Articles about hybrid working are all over my LinkedIn feed. 
Most are discussing how to achieve better employee and 
intra-team interaction, or how to retain staff during the 
unprecedented labor shortage impacting many countries.

TREND 03

Marin Bezic 
VP Strategy and Planning
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Evolving interactions
In 2020 and 2021, enterprises turned to mobile messaging for 
everything from general chat and employee announcements, 
to accessing systems and authenticating identities via one-time 
passwords. But in 2022, HR and IT leaders are under pressure to 
deliver more evolved communication strategies. 

The challenge is finding the right way to keep teams secure, 
connected, and productive when channel and platform suitability 
varies depending on the type of business, team and circumstance.

Informed by insights
Some businesses might need to work out and rearrange shifts on 
the fly. Others need to encourage and facilitate communications 
between remote teams dotted around the world. Nudges, 
reminders, and alerts can be delivered on a whole variety of 
channels. And all these communications can be tracked, then 
informed and improved by gathering insights.

What’s more, hybrid working means employees need to serve 
customers from anywhere, under any circumstances. Sales teams 
might use video to deliver advice to clients. Technicians might 
need to troubleshoot remotely. This means cloud communication 
platforms need to be agile enough to empower a hybrid workforce.

Remote customer contact
Let’s take contact centers as an example. Regardless of location, 
all agents need the right real-time information at their fingertips. 
Hybrid work done well drives better outcomes. Happier, more 
comfortable, more connected employees produce optimal work. 
The challenge is to balance the needs of the customer, the 
employee, and the business.  

TREND 03 – Hybrid working means a communications redesign

“Hybrid work done well drives better 
outcomes. Happier, more comfortable, more 
connected employees produce optimal work. 
The challenge is to balance the needs of the 
customer, the employee, and the business.”

So what’s the answer? While we’re 
finding our feet in this new landscape 
one thing is clear. Companies need to 
communicate with staff more effectively 
and in the ways they prefer. New 
channels, policies and platforms will 
need to be put in place by businesses – 
particularly large enterprises – to meet 
shifting expectations in 2022 and beyond.
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The benefits of 5G 
become tangible

5G is finally being rolled out at pace, making 2022 a 
seminal year for mobile connectivity. As consumers get 
used to 5G’s speed and reliability, their expectations 
will soar. Businesses must anticipate this shift and 
reshape their interaction strategies accordingly.

TREND 04

Nina Knezevic 
Director of Telecom Solutions
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“While we can imagine some of the ways this 
rapid 5G rollout will improve communication 
and data sharing, its true potential has yet to 
be uncovered.”

2023

2022

2021 200 million

250 million

300 million

Unleashing innovators 
At the end of 2021, T-Mobile celebrated bringing 5G to 200 
million people across the US. It plans to reach 250 million people 
by the end of 2022, and 300 million (90% of Americans) by the 
end of 2023. T-Mobile CEO, Mike Sievert, was quoted as saying: 
“We’re unleashing innovators across the country to build new 5G 
applications that will change the world.”

While we can imagine some of the ways this rapid 5G rollout will 
improve communication and data sharing, its true potential has yet 
to be uncovered. This is the year developers will set to work on a 
huge range of as yet unconceived applications. 

Speed and reliability 
It’s impossible to predict all the applications 5G will power in 
2022, and that’s the exciting part. But we do know 5G will bring 
faster downloads and upload speeds, which will enable everything 
from live-streaming video on the move, to holographic calls and 
AR experiences.

5G also delivers low latency, which makes it ideal for real-time 
response tech such as virtual and augmented reality. Businesses 
can use these to interact more imaginatively with their customers 
and offer more engaging ways to support them. 

Finally, 5G has exceptional capacity, maintaining a strong signal 
even when masses of people and devices are accessing the 
network. This capacity will dramatically increase communication 
volumes and reliability. 

Richer engagement 
The acceleration of 5G means 2022 is likely to bring far richer 
media communications between businesses and employees. Think 
live-video support, and augmented-reality product experiences 
or end-to-end transactions. All this can be delivered through 
channels such as RCS, Apple Business Chat, Google Chat and 
other messaging apps. Businesses will be able to use one cloud 
communication platform to connect all these interactions.

SMS has powered always-on customer communications for years. 
And it will continue to do so for years to come. But 5G will do 
much to speed up the transition to richer messaging formats and 
more engaging and flexible customer interactions. 5G will allow 
businesses to get closer to their customers in so many ways. 2022 
marks the start of an exciting new CX journey.

T-Mobile 5G coverage in the US

TREND 04 – The benefits of 5G become tangible
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Hello!

Hi Sarah, how can 
I help you?

AI makes customer 
interactions 
more human

It might be paradoxical to say artificial intelligence (AI) will 
be used to make customer interactions more human, but 
that is precisely what will happen in 2022. As such, we will 
see growing enthusiasm for AI automation – as it powers 
the instant and empathetic experiences customers love.

TREND 05

Adrian Grbavac 
Chief Customer Officer
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A blended service

TREND 05 – AI makes customer interactions more human

78% of consumers say 
blended technology-
human interactions offer 
a better experience than 
human-only interactions.

Verizon study: The Human Connection

In 2022 AI will be used to…

Automate 
interactions through 
smart chatbots

Intelligently route 
incoming calls 
through IVR

Personalize CX 
through smart 
data analysis

We may also see an end to the debates about whether AI 
should replace human support. Consumers are now more than 
comfortable with fully automated interactions. We know human 
support will remain the best option in a minority of cases. But 
consumers have grown weary of waiting in long queues to speak to 
a person. They realize a blended service, combining real people and 
smart AI-based automation, is the best solution all round. 

In fact, most consumers don’t want to phone a call center for a 
simple task like checking when a parcel will be delivered, finding 
out whether an item is held in stock, or making an appointment. 
It’s often preferable to communicate with a chatbot embedded 
in a messaging channel – like RCS, SMS, or a messaging app 
like WhatsApp. 

Chatbots come of age 
Bots can use natural language processing to understand user 
intent, providing an experience comparable to human conversation. 
They will become increasingly familiar in 2022 as businesses 
put them to work more widely. This will lead to round-the-clock 
support, instant query resolution, self-service transactions – and 
will generally improve customer satisfaction. 

Chatbots will also provide a huge boost to contact center 
productivity in 2022. They can handle high-volume queries or 
transactions and hand over interactions to live agents when 
necessary. This will lighten the load on agents and allow them to 
focus on more complex issues. 

The exciting part is it takes a relatively modest investment to bring 
in expert consultants that can train AI chatbots to learn about every 
type of interaction a customer is likely to have with a business.

The other faces of AI 
Chatbots are just one way businesses will use AI to improve 
customer interactions this year. AI used alongside Interactive 
Voice Response (IVR) to intelligently route incoming calls to the 
best agent or department, or even to resolve the caller’s query, is 
improving fast. AI is also being used to analyze multiple sources 
of customer data in real time, to make interactions as relevant 
as possible. As part of a good cloud comms platform, AI can be 
used to analyze prior engagement history, and send messages via 
customers’ preferred channels for particular use cases. 

As the machines take on more human characteristics, 2022 will 
be an exciting year for AI-powered CX.
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Platform businesses 
focus on engagement 
growth

Platforms are one of the most important business models of 
the 21st century. From start-ups to linear businesses that are 
shifting to a platform approach, their challenge is often to scale 
up interactions fast enough to achieve the network effects 
that can help them realize their hyper-growth potential.

TREND 06

Tamara Rajić 
Head of Platforms
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Digital scale
A platform can be described as a business that facilitates 
exchanges between different groups. They’re far from a new 
phenomenon – after all, ancient marketplaces were platform 
businesses. But the platforms of today are supported by global 
digital technology infrastructures which means they can scale 
participation and collaboration faster than any other type of 
business in history.

Network effects
Platforms that enjoy the capacity to onboard customers quickly, 
and engage every user intelligently, on any combination of 
channels, can tap into a kind of engagement network effect. That’s 
to say the more efficient, fast, secure, successful interactions a 
platform can handle (at every stage of users’ buying journeys 
and engagement lifecycles), the more satisfied customers these 
businesses will have. This will drive platform growth, insight 
generation and service improvement, a true virtuous circle.

An engagement network effect sets off countless positive feedback 
loops for a platform. In any business where scale matters, being 
able to move and flex quickly is everything.

Unlocking opportunities 
The challenge for platforms in 2022 is to connect effectively, on-
demand and at scale. A centralized cloud communication solution 
is the best bet to unlock this opportunity. The right provider will 
help businesses handle every single customer interaction, support 
users at each point of their platform engagement lifecycle, and 
reduce the complexity of their overall engagement strategy. I’m 
sure this will be a huge focus for platform businesses in 2022.

TREND 06 – Platform businesses focus on engagement growth

“An engagement network effect sets off 
countless positive feedback loops for a 
platform. In any business where scale 
matters, being able to move and flex quickly 
is everything.”

In 2022, I believe cloud platforms of all 
sizes and at all stages of growth will focus 
on their ability to grow engagement 
– to execute efficient, lightning-fast, 
secure interactions at scale. This is 
essential to their survival and success.
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A turning point 
for authentication 
and security 

Two-factor authentication (2FA) is a crucial method of online 
security. Using something a user knows (a password) and 
something they have (a mobile device) gives strong protection. 
Yet a huge number of people and businesses still rely on 
simple passwords to protect their systems or to sign into 
important accounts. I foresee change coming in 2022.

TREND 07

Andro Galinovic 
Chief Information Security Officer
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TREND 07 – A turning point for authentication and security 

Flow not friction
2FA reluctance comes from both businesses and users. Businesses 
worry it might add friction to the customer journey, increasing 
drop-offs during onboarding, or cart abandonment at the checkout. 
At the same time, end users are often presented with the option of 
setting up 2FA to protect their accounts but simply don’t take it.

The good news is mobile identity solutions that complement 2FA 
are really starting to take hold in the communication market. In 
2022 we’ll see them reduce friction in customer interactions and 
improve the experience. 

Silent mobile verification 
Silent mobile verification uses information held by a mobile 
network operator – with the user’s consent – to authenticate 
identity in a matter of seconds. Authentication happens in the 
background, without effort from the user, to deliver a streamlined 
and convenient experience.

Silent mobile verification can take place at various points in the 
customer journey, such as registration or checkout. As no PIN is 
sent to the user it eliminates the weakest link in the authentication 
process, as well as removing friction. 

Biometric authentication 
Biometric authentication is also going to be more accessible in 
2022. With facial recognition and fingerprint scanning native 
to most smartphones, it is now a viable option for friction-free 
verification. Biometrics can be used to replace the one-time-pin 
(OTP) element of 2FA and streamline the process. Alternatively, 
it can be used for three-factor authentication (3FA) which uses 
three separate layers of verification and offers an even higher 
level of security. 

Security solutions can be used together in layers to maximize 
security. 2FA might be used as a failover, for example, when a lack 
of mobile data connection prevents silent mobile verification. And 
while background verification will be used to deliver a seamless 
experience, 2FA or even 3FA will be used as visible authentication in 
situations where users need reassurance they are protected.  

This year businesses will learn to layer security to create safe 
interactions, improve the user experience and enhance their 
reputation through customer protection.

Key takeaways:

Silent mobile verification 
will remove friction from the 
customer journey

Biometrics will be be used instead 
or as well as one-time PINs

Businesses will layer both 
visible and invisible forms 
of authentication
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SMEs make the move 
to omnichannel

Not long ago, only a small number of the world’s largest 
enterprises could offer genuinely personalized, contextual 
omnichannel experiences. But now cloud platforms can 
give any business the power to deliver smooth and secure 
interaction experiences to customers on the channels they 
prefer. That’s why our sales teams find more SMEs than ever 
are looking to build out their omnichannel capabilities.

TREND 08

Harsha Solanki 
MD India
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TREND 08 – SMEs make the move to omnichannel

Real-time support
Just like enterprises, SMEs want to be there to address customer 
needs on the channels those customers are using. They want to 
deliver real-time support at every stage of the customer journey. 
Some SMEs will integrate communication channels into web, 
desktop, mobile software and other business workflows by using 
programmable API stacks. Others will orchestrate all engagement 
activities through a full-stack SaaS communication platform. 

A one-platform approach
However, there tends to be a natural, understandable, caution 
when SMEs scale up interactions. The fear of complexity looms 
large. That’s why SMEs looking to tap into today’s data-driven 
opportunity are so keen to explore a one-platform cloud comms 
approach. They also tend to look for good levels of support from 
providers – both for their developers and their business users.

The cloud model works for SMEs 
There’s little doubt the cloud communication business model 
suits SMEs, largely because there’s no need for substantial capital 
investment for on-site hardware. Enterprise-level features can 
be obtained through payment models that offer flexibility and 
scalability. As an added bonus, SMEs gain a transformed ability 
to support remote and mobile workers, who can access their 
company’s contact center and other communications from 
anywhere via an internet connection. 

In 2022, there will be a rush of SMEs looking for a single cloud 
communication provider. The pandemic and the move to digital has 
obviously been a motivating factor. But over and above that, SMEs 
– like enterprises – know customers now simply demand a better 
standard of automated CX.

2022 is starting to look like the year in 
which cloud communication becomes 
truly democratized – with SMEs enjoying 
the business-changing benefits a unified, 
data-driven cloud comms strategy offers.

“There’s little doubt the cloud 
communication business model suits 
SMEs, largely because there’s no need 
for substantial capital investment for 
on-site hardware.”
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Hello!

Hi Matt, how 
can I help you?

Focus on 
feelings
The power of customer experience can’t 
be under-estimated in this evolving 5G 
and AI-powered, post-pandemic, digital 
era. It could be argued that the way your 
interactions leave a customer feeling is 
just as important as the specific product 
or service they receive from you.

This ‘feeling’ a customer gets won’t be a result of a specific 
interaction. It will be the sum total of a chain of interactions across 
a customer journey or lifecycle. Within this journey or lifecycle, 
every single interaction forms an important impression. So 
perhaps this should be one of the most important 2022 focuses  
for businesses planning their cloud communication strategies: 

Treat customer experience as if it has equal billing to your product 
or service. Ensure every single interaction, across all channels and 
touchpoints, is useful, empathetic, and as frictionless and enjoyable 
as possible. Hopefully the rest of your cloud communications 
strategy will then fall into place.

Speak to an expert
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Global reach and local presence
Our local presence enables us to react 
faster and have everyday interactions with 
our customers, providing solutions in-line 
with their needs, local requirements and 
based on proven global best-practices.

700+ direct-to-carrier connections

Connect with over 7 billion people 
and things

Strong enterprise client base

70+ offices on 6 continents

Scalable, fast and flexible solutions
Our solutions are created to adapt to 
the constantly changing market and 
communication trends at speeds and levels 
of precision and personalization that only 
an in-house solution can offer.  

Best-in-class delivery rates

High speed and reliability

Low latency

In-house developed platform

Remarkable customer experience
We will help you to get up and running 
in no time, whether it’s assisting with 
integrations, messaging best practices or 
solutions consultancy.

Technical expertise 

Solutions consultancy

Customer success management

24/7 support and network 
monitoring

Own infrastructure
Our worldwide infrastructure easily scales 
horizontally, leveraging the hybrid cloud 
model to never run out of resources. 
Our built-in global compliance engine is 
constantly updated with the latest in-country 
regulations and operator requirements. 

Locally available services 

Compliance to local 
regulations 

40 data centers worldwide

The Infobip Advantage

www.infobip.com
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platinum award as the best rcs provider in 2020

gold award as the best digital identity solution in 2020
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