
Top trends  
to watch in  
Consumer &  
Business Services
Read on for CGI client insights  
on improving the digital  
customer experience 



Accelerating modernization to  
meet customer demands
Impact of macro trends

Consumer and business services 
executives cite technology and 
digital acceleration as their most 
important macro trend this year 
(66%) as they strive to improve 
the customer experience by 
accelerating IT modernization. 
Changing social demographics, 
including a challenging IT 
talent shortage, comes in 
second (49%), with executives 
focused on finding new ways 
of attracting the right IT talent 
to transform their businesses.

With increasing pressure to 
become more sustainable, 
executives cite climate change 
as their third most important 
macro trend (35%). Following

closely behind is supply chain 
reconfiguration (29%), an 
essential investment for improving 
operational efficiencies and 
future-proofing business models. 

Top of mind for clients

Executives in consumer and 
business services cite improving 
the customer experience as their 
top business and IT priority this 
year. To achieve this, they are 
focused on becoming digital 
organizations (top industry trend) 
and investing in IT modernization 
(second top IT priority). Optimizing 
operations also is important 
to executives, taking second 
place as both a top trend and 
business priority. 

As they become more digital, 
cybersecurity becomes 
increasingly impactful to their 
businesses. This year, it rises 
in impact, moving from fourth 
place as an industry trend 
last year to third place. 

About the insights
Each year, we meet with client executives from around the world 
to get their views on the trends affecting their organizations and 
industries. Through the CGI Voice of Our Clients, we analyze 
these findings to provide actionable insights by industry 
to benchmark best practices, including the attributes of 
digital leaders.

In 2022, we met with 1,675 business and IT executives.  
This summary report shares sample insights from  
88 consumer and business services client executives.

Interview demographics

Business leaders 44% 56% IT leaders

C-level 69% 31% Ops-level

Europe 71% 29% North America
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Top trends  
and priorities
Becoming digital organizations remains 
the top trend while cybersecurity rises 
in impact. This year, improving the 
customer experience rises to the  
top of executives’ IT priorities, while 
remaining the top business priority.

To accelerate their transformation  
at pace, consumer and business 
services organizations increasingly 
focus on optimizing processes, 
enhancing the customer experience 
and driving IT modernization and  
new delivery models.

Key takeaway

Top 
trends

Top business 
priorities

Top IT 
priorities

Becoming digital 
organizations

Improve the  
customer experience 

Improve the  
customer experience

Optimizing  
operations

Optimize today’s  
operations

Drive IT  
modernization

Protecting through 
cybersecurity

Continue to develop apps, 
services, and third-party 

partnerships

Embrace new IT  
delivery models

1
2
3
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The industry trends capture key drivers with the greatest impact on the clients’ industry. The business priorities 

represent how clients are addressing the industry trends, and the IT priorities reflect the technology areas of focus  

to address the trends and achieve the business priorities.
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This year, 29% of executives in 
consumer and business services  
say they are producing results from 
their digital strategies, compared to  
an average of 25% across all our 
clients’ industries

Executives who say their organizations are producing expected results from digital strategies

2020 2021 2022

29%15%14%

Digital progress in Consumer & Business Services



In examining insights 
from the 29% of 
consumer and business 
services executives  
who are digital leaders, 
some common 
attributes emerge. 

The table compares responses 
to questions from digital leaders 
to those from executives 
whose organizations are still 
building or launching digital 
strategies (digital entrants). 

Attributes of digital leaders vs. those building or launching digital strategies (digital entrants)

At the stage where 
enhanced automation  
is done or in progress

Are producing  
results from their 

cybersecurity strategies

Improve the  
customer experience 

Drive IT  
modernization

Embrace new IT 
delivery models

43% 24% 28% 17% 37%

82% 65% 76% 58% 75%

Digital leaders in Consumer & Business Services

Are implementing or fully operational with IT priorities to:
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The number of executives 
producing digital results 
nearly doubles. 

This year, 29% of consumer and 
business executives say they are 
producing expected results from 
their digital strategies, up from 
15% in 2021, and higher than 
the all-industry average of 25%.

Technology and ecosystem 
collaboration drive digital 
leaders’ value chains.

New technologies and 
systems, along with ecosystem 
collaboration are the top-cited 
drivers for business value 
chain evolution among digital 
leaders this year. Notably, 
39% of digital leaders extend 
their digital strategies across 
their enterprises and external 
ecosystems, compared to 
just 17% of digital entrants.

Digital leaders are 3x 
more agile than others.

When it comes to addressing 
digitization, including integrating 
new technology, 43% of digital 
leaders say their business 
models are highly agile in 
doing so, compared to just 
15% of digital entrants.

Culture, legacy IT and an 
IT talent shortage are top 
constraints to success.

Consumer and business 
services executives cite culture 
and change management 
(63%), legacy and traditional 
IT approaches (24%), along with 
the “talent war” (24%) as top 
constraints to achieving their 
business priorities in 2022.  

Improving the customer 
experience is this 
year’s top IT priority.

Both digital leaders and digital 
entrants cite improving the 
customer experience as their 
top IT priority this year (it’s also 
the top business priority for 
each). However, digital leaders 
place much less emphasis on 
IT modernization as an IT priority, 
ranking it fourth, versus digital 
entrants who rank it second.

1. 2. 3. 4. 5.

Key findings from our interviews with  
Consumer & Business Services executives
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More executives view 
sustainability as core 
to value creation.

This year, 49% of executives 
view sustainability as core to 
value creation, rising from 43% 
in 2021. Among consumer 
services executives, 58% view 
sustainability as core versus 35% 
of business services executives. 

More executives view 
optimizing operations 
as impactful.

This year, more executives 
view optimizing operations 
as impactful. While this trend 
continues to rank second in 
impact year-over-year, the 
percentage of executives citing  
its impact increased notably  
(83% in 2022 versus 
75% last year).

Cybersecurity rises in impact 
as a top industry trend.

Although fewer executives cite 
cybersecurity as a top industry 
trend this year (55% versus 83% 
last year), those who do cite it as 
a trend view it as more impactful. 
As a result, cybersecurity rises 
from fourth place in impact last 
year to third place in 2022. 

Evolving business needs 
require cloud modernization.

Over the next 2 years, 67% of 
executives plan to migrate 20% 
or more of their applications 
to IaaS or PaaS providers, 
while 47% plan to do the 
same with SaaS providers.

More executives plan to 
invest in fully managed 
services for applications.

Over the next 3 years, 24% 
of executives plan to use fully 
managed services for their IT 
applications (versus 7% currently). 
For IT infrastructure, the use of 
substantial managed services 
is expected to grow during the 
same time frame (40% versus 
25% currently), while the use 
of very selective managed 
services is expected to decline 
(21% versus 37% currently).

Key findings from our interviews with Consumer & Business Services executives

6. 7. 8. 9. 10.
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1. Invest in seamless, 
personalized and secure 
customer experiences. 
As competition increases and customer expectations 
evolve, especially within the food and entertainment 
sectors, continuously improving the customer 
experience is an imperative for driving growth and 
achieving success. Seamless, personalized and 
secure customer experiences can be created by 
accelerating IT modernization and enriching the 
experience with personalized data. Legacy IT has 
become much less of a challenge for digital leaders 
(only 13% cite it as a constraint), while those who 
have not yet reached that milestone can address  
the challenge through technology partnerships.  

2. Make better use of data 
and the cloud to drive 
business transformation.
Business transformation that improves operations, 
reduces costs, drives supply chain agility, generates 
new revenue streams, and increases sustainability 
requires deep data management that unlocks 
access to information through automation and, 
in particular, artificial intelligence. Moving to 
the cloud is a strong enabler for effective data 
management by accelerating information sharing 
across the enterprise. However, before taking 
advantage of the cloud, we recommend first 
improving the quality, availability and completeness 
of data at the source and setting up the right 
enterprise data strategy and infrastructure to 
transform data into valuable intelligence. 

5 recommendations for staying relevant for the future

Case in point
Improving efficiency by automating the data 
loading process for POS data warehouse

One of the UK’s largest real estate companies wanted to 
automate their point-of-sale (POS) data warehousing loading 
process to reduce reporting delays and human errors, and 
improve overall business efficiency. CGI experts offered 
a holistic approach focused on the workflow, processes 
and best mix of automation technology leading to the 
complete elimination of manual intervention and human 
errors and an 83.5% improvement in turnaround time.
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3. Use more managed IT 
services to reduce costs 
and increase agility. 
Operating with quality and efficiency in an 
increasingly complex environment of technology, 
processes, systems and software is critical to 
competing. A managed IT services partnership helps 
you to build a robust, modern and secure IT supply 
chain that drives cost savings, agility, scalability and 
resilience. It also enables you to address the current 
labor crisis and redirect resources (both money 
and people) to focus on business transformation 
initiatives while ensuring operational excellence 
with discipline and continuous improvement. In 
addition, managed IT services addresses the 
constraints of legacy and traditional IT approaches.

4. Invest in automation 
and training to address 
workforce shortages and 
tightening margins. 
Exacerbated by the pandemic, organizations are 
competing for top talent in a global job market 
marked by unprecedented attrition (the “Great 
Resignation”) and career changes (the “Great 
Re-shuffle”). Equitable work-life opportunities and 
well-being have become standard expectations. 
Automating repetitive or risky tasks can improve the 
employee experience and safety. Further, exploring 
new HR and recruitment processes, supported by 
new platforms and mobile apps, while prioritizing 
training will help address the talent shortage and 
build a future-ready and agile workforce. In addition, 
offering remote work, collaborative tools, and flexible 
schedules will help attract and retain employees. 

5 recommendations for staying relevant for the future

Case in point
Digitalizing food services end to end to  
become more customer-centric and sustainable

A multinational food and support services company worked 
with our consulting experts in Finland to find ways to 
enhance their business processes while reducing costs and 
benefitting the environment. As a result, they chose CGI 
Aromi, our ERP solution for their 500 restaurants, hospitals 
and central kitchen operations. Aromi uses real-time data to 
streamline business processes through automation, smart 
inventory management, production cost analytics, and digital 
employee tools, among various other features. The solution 
is provided as a service, making it easy to scale as needed.
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5. Invest in advanced 
cybersecurity strategies 
and solutions.
Consumer and business services organizations 
face increasing and evolving security risks. The 
entertainment and hospitality sectors are especially 
vulnerable due to their massive volumes of 
customers and transactions. Employees can be 
the weakest link for large employers with rotating 
staff. We recommend closely managing human and 
non-human identities, both internal and external, 
as well as training employees on security risks and 
best practices. In addition, assess your maturity 
and risk exposure, and build an operating model 
that secures multi-cloud environments. Further, 
apply more advanced data analytics to help better 
detect security threats and prioritize actions.

5 recommendations for staying relevant for the future

Read more about the 
2022 CGI Voice of Our 
Clients insights:
>  What digital leaders do to accelerate results

>  Impacts of macroeconomic trends

https://www.cgi.com/en/white-paper/cgi-voice-our-clients/attributes-digital-leaders
https://www.cgi.com/en/white-paper/cgi-voice-our-clients/examining-executive-insights-impacts-macroeconomic-trends


Insights you can act on
Founded in 1976, CGI is among the largest IT and business 
consulting services firms in the world. We are insights-driven and 
outcome-based to help accelerate returns on your IT and business 
investments. Our insights represent deep knowledge of industry 
trends and your business and IT priorities. 

For the latest CGI Voice of Our Clients industry insights,  
and to consult with one of our experts, please contact us.

© 2022 CGI Inc. 
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