
Customers always come first, 
regardless of technology 



Artificial intelligence is constantly evolving and gaining a lot of prominence across 

industry verticals. The challenges brought on by the COVID-19 crisis has further 

accelerated the adoption of AI across companies, both big and small. To understand 

the current state of artificial intelligence and know what this emerging technology 

means to industry leaders, we reached out to 100+ industry experts for their AI 

predictions for 2021. We consolidated their insights to create this eBook of AI trends 

2021 that covers:

✓ The top predictions for the application of AI in 2021

✓ The main roadblocks faced when it comes to AI adoption

✓ Tips and suggestions for firms on the path of AI adoption

We hope you enjoy reading this eBook and find the forecasts helpful in understanding 

the business implications of AI, especially in the new year.
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AI will become part of everything, 
and you'll hardly notice
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AI will become part of everything, and you'll hardly notice. By the time 

we hit 2022, AI will finally have entered the mainstream. The pandemic 

introduced countless new digital touchpoints for B2C and B2B 

companies alike, which means there's more data than ever before. 

Businesses and consumers will have more of an understanding of what 

AI can do to reduce human errors, create more intelligent experiences, 

and generally make people's lives easier. This is where AI shines, and 

why it is here to stay as the unifying force behind all key technology 

advances serving employees and customers. 

The pandemic forced every organization to automate complex or 

manual processes to free up employee time and focus on customer 

success. This technology is here to stay in 2021 and beyond. There are 

some things computers can never do - humans have the capacity for 

creative thought unparalleled by artificial intelligence - but computers 

are great at removing the repetitive grunt work from our days. That’s 

the beauty of AI: it allows us to thrive in our everyday work by using 

strengths that are distinctly human.



Khadim Batti,
Co-founder & CEO, Whatfix

2021 will be the year of AI 
democratizing and driving 
software adoption at scale
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The new normal of enabling work from anywhere, is heavily dependent 

on accessibility and adoptability of digital tools. Enterprise software 

adoption however suffers due to their inherent complex nature and by 

extension the workflows that run on them. 2021 will be the year of AI 

democratizing and driving software adoption at scale. 

AI powered algorithms and logic are going to play an increasing role in 

smoothening the software experience across the lifecycle - from 

onboarding, support, change management and beyond. AI will help 

with deciphering user intent, predicting next actions and fine-tuning 

interactivity to raise the bar of personalized experiences thus driving 

adoption of critical software, at scale. Enterprise applications will find AI 

augmentation either through out of the box capabilities or through stand 

alone software like Digital Adoption Platforms and will witness enhanced 

adoption across Marketing, Sales, HR, Supply Chain, Finance and other 

functions.



Christopher Sowa, 
Global VP - Energy Management 
Software, Schneider Electric

AI and Knowledge graphs will start 
to become the foundation for 
understanding enterprise data
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AI Cybersecurity tools and Quantum tools will become the differentiator 

between the weak and strong companies, much the same way that 

stone castles differentiated strength from mud huts in early centuries. 

AI and Knowledge graphs will start to become the foundation for 

understanding disparate enterprise data. Advanced degrees that 

facilitate AI will become the new MBA. Companies that are looking to 

generate value from  AI need to:

• Make business unit executives accountable for results from AI 

including using AI to better segment customer markets, using AI to 

improve customer service experience, and using AI to reduce costs 

by automated manual processes. 

• Invest in the right AI resources, if you can't attract those skills to your 

company then find a good partner firm that can provide you the 

skills and teach you to develop this competency.

• Invest in the right cross-functional business team to meet specific 

business objectives through the use of AI.  



Wilson Pang 
CTO at Appen

The key to AI success is an AI 
governance program that ensures 
the implementation of 
responsible AI principles
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2021 is likely to be a pivotal year when enterprises and AI industry 

leaders recognize that the key to AI success is an AI governance program 

that ensures the implementation of responsible AI principles. In 2021, 

we’ll start to see widespread adoption of AI programs that focus on 

ensuring the quality of data throughout the lifecycle of every AI project. 

We’ll see organizations moving past just acknowledging and “worrying” 

about bias in AI and start to make more significant moves to solve for it –

because it will be required. 

As organizations continue to invest in AI and scale their deployments, 

collaboration between business decision makers and technologists must 

become more effective as they partner to determine which AI use cases 

within the business will deliver the best ROI. Businesses, especially those 

with maturing AI programs, will focus on educating non-technical 

employees about AI in order to foster collaboration and decentralize 

how AI projects are designed and developed.



Shankar Roddam, 
Chief Operating Officer at Subex

The next phase of AI will see 
the focus move from 
applying AI to the Outcomes 
of AI
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The truth is that AI has been around for a while and has been 

recognized as a category much more recently. The next phase of AI 

will see the focus move from applying AI to the Outcomes of AI. By 

this, we mean “Operationalizing AI”. Businesses are already 

leveraging AI and now the focus is on making the outcomes very 

specific and consumable. This will have a favorable impact on 

everything with a focus on driving customer experience in 2021. 

As the adoption of AI surges, we will also see an increasing appetite 

for data. This will in turn mean investing in areas such as reusing 

data, increased demand for storage while also balancing the ability 

to deliver value with as minimal data as possible. All this will also 

bring in more focus around Data Access, Privacy, Security, 

Governance and Maintenance.



Sam Fahmy, 
CMO of WorkFusion

Customers always come first, 
regardless of technology 
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Customers always come first, regardless of technology. Forward-

thinking companies are implementing robotic process automation (RPA) 

and artificial intelligence to reduce or eliminate repetitive, time-

consuming tasks, so their employees can better focus on customer 

engagement, customer satisfaction, and other valuable contributions. 

It’s counter-intuitive that automation can allow companies to offer more 

1-on-1 interaction and personalization, but it’s true! 

We especially see opportunities with judgment-based processes 

involving unstructured (non-digitized) data in the banking, financial 

services, and insurance sector. We expect this trend of “improving 

customer satisfaction through AI-driven RPA” to amplify considerably as 

we move through 2021. Automation may seem like a big project, and 

companies may feel they don't know where to start. We suggest starting 

with pre-built use cases that have already proven to be effective for 

your industry. Ultimately, AI and automation inevitably lead to increased 

productivity and a better employee experience, so however you begin, 

it’s going to be a win. 



Mark Gazit, 
CEO & President at ThetaRay

AI will finally move toward its 
fourth generation, in which 
computers will be trained to do 
things that historically only human 
beings could do
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AI will finally move toward its fourth generation, in which computers 

will be trained to do things that historically only human beings could 

do. They will display common sense, gut feelings, and Artificial 

Intuition: the ability to make deductions based on very partial 

information. Historically, algorithms were more about machine 

learning and neural networks. We are now seeing more and more 

machines that are self-contained and can teach and train themselves 

in a way that is remarkably similar to the subconscious part of the 

human brain.

I believe that one of the most promising areas for AI will be fintech 

applications, especially during the current global health crisis. The 

ability  of financial institutions to know and identify their customers 

has become more difficult. Banks now require computers that can 

take the place of very senior, experienced bankers and investigators. 

Criminals are increasingly using AI to commit financial cybercrime, so 

banks need an advanced level of artificial intelligence and intuition to 

detect and defeat them.



Shashank Shekhar,
Head of AI Labs at Subex

Advanced AI-enabled 
analytics will empower telcos
to take network optimization 
and CX to the next-level
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Today, network operators generate extremely high volumes of 

streaming data from eNodeBs and MMEs of RAN. In addition to this, 

other data sources are critical to gauging real customer experience. In 

2021, advanced AI-enabled analytics will empower telcos to take 

network optimization and CX to the next level. 

With autonomous, self-optimizing, and self-healing capabilities 

powered by artificial intelligence, businesses will be able to 

automatically monitor live data sets in real-time and detect anomalies 

in subscriber-level KPIs and remediate issues at lightning speed. The 

fast and efficient AI-based, incident detection, RCA, and remediation 

capabilities will give Telcom operators better control over their KPIs, 

help save substantial man-hours and drive superior Quality of 

Experience – which will be vital as subscribers shift to 5G networks.



Nathan Collins, 
Chief Strategy Officer, Biosciences
SRI International

AI offers the potential to greatly 
reduce the time and cost of drug 
discovery so new therapeutics can 
be made more rapidly available to 
patients
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AI offers the potential to greatly reduce the time and cost of drug 

discovery so new therapeutics can be made more rapidly available to 

patients, and potentially at lower costs in the future. In all aspects of drug 

discovery and development including target discovery and validation, 

identification of drug candidates, and clinical trials to test them in 

humans, AI has the potential to streamline the time it takes to discover 

drugs and then monitor their effectiveness and side effects in the market. 

By increasing the speed and efficiency of development with AI, critical 

new therapeutics could be made available to patients in months versus 

the years it currently takes to improve treatment options and combat 

drug resistance. When knowledge-based human intuition can be built into 

AI decision making, together with automated data generation, major leaps 

in predictive capabilities should herald an exponential increase in output 

in therapeutic discovery.



Can Ozdorok, 
VP of Marketing at Netomi

eCommerce companies are 
deploying conversational AI 
chatbots to act as personal 
shoppers and help customers 
find the right products
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In an effort to replicate the knowledgeable store associate, eCommerce 

companies are deploying conversational AI chatbots to act as personal 

shoppers and help customers find the right products. Predictive and 

proactive experiences: The proliferation of AI to power predictive and 

proactive experiences will take off in 2021. Retailers will act on signals and 

sensors from the physical world and marry it with seas of consumer 

behavior data to anticipate the ideal times to suggest a sale, recommend 

a product or urge a person to repurchase. 

Companies like HP are doing this today. In HP’s case, the company is 

automatically triggering repurchasing journeys based on signals from a 

printer that ink is running low. The company reaches out at the exact 

moment of relevance with a frictionless reorder experience. AI is sensing 

when a customer is about to need something or when their life is about 

to be disrupted, which opens the door for a retailer to be a customers’ 

hero - helping them avoid, in this instance, the annoying reality of running 

out of ink.



Melanie Nuce, 
SVP, Corporate Development, 
GS1 US

AI has been playing an increasing 
role in inventory management
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Retailers are shifting their supply chains to accommodate the boom 

in online ordering, curbside pickup, and home delivery. Having a fast, 

accurate read on product availability is a big part of the puzzle and AI 

has been playing an increasing role in inventory management.

Companies like Ware and Gather AI have received venture capital 

funding for aerial inventory drones. Gather AI uses computer vision 

and deep learning to tackle a big challenge - most warehouses aren't 

designed to be easily readable by machines. AI that translates messy 

human environments into structured data for business analysis will 

have a good chance at success in the retail sector. To scale AI, 

brands, retailers, and technology providers will need standards that 

create a common language for AI to communicate with the rest of 

the business.



Ryohei Fujimaki, 
Founder & CEO of dotData

AI Automation will Accelerate 
Digital Transformation Initiatives
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AI Automation will Accelerate Digital Transformation Initiatives. While 

the first wave of digital transformation focused on the digitization of 

products and services, the second wave - and what we will begin to 

see much more of in the new year - will focus on using AI to optimize 

organizational efficiencies, generate deeper data-driven insights, and 

automate intelligent business decision-making. 

The wave of AI-enabled digital transformation will expand from “early 

adopters'' as financial services, insurance, and manufacturing to all 

other industries, and AI and machine learning will be embedded into 

multiple business functions, across key business areas to not only 

drive efficiencies but also to create new products and services. 

One of the key reasons that this is happening now is the availability 

of AI and ML automation platforms that make it possible for 

organizations to implement AI quickly and easily without investing in 

a data science team. These platforms automate up to 100 percent of 

the AI/ML development workflow, to speed up the painfully slow AI 

deployment and accelerate digital transformation initiatives.



Santha Subramoni, 
Head of Cybersecurity Solutions 
at Tata Consultancy

Priorities will be focused on 
cloud security and 
modernization of legacy 
infrastructure

WWW.CRUNCHMETRICS.AI

In 2020 we saw COVID force organizations to upgrade infrastructure 

they had been putting off for years. This includes modernizing 

security controls, developing a remote working culture, and educating 

employees on the importance of being vigilant. We are now working 

and living in a boundaryless environment where end-user devices 

have become part of the enterprise ecosystem and as a byproduct, 

vulnerabilities and entry points have increased. 

As part of digital transformation in 2021, threats will continue to 

adapt. This year's priorities will be focused on cloud security and 

modernization of legacy infrastructure. We will see industry-specific 

priorities emerge, including IoT/OT entities in domains like 

manufacturing made more secure and integrated into enterprise 

cybersecurity foundations. The trend of 'forced transformation' will 

progress, but it was and will continue to be a series of positive 

changes that are helping us future-proof and evolve.



Ronen Schwartz, 
SVP and GM Cloud Volumes,
NetApp

Autonomous optimization and 
AIOps will be the unsung heroes 
of the remote-workforce
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In 2021, autonomous optimization and AIOps will be the unsung 

heroes of the remote-workforce. Already stretched thin and facing cost 

pressures, applications and IT teams will be increasingly tasked with 

monitoring their infrastructure to ensure overload is not taking place 

amidst the remote application and VDI usage. We’ll see an increase in 

application owners preferring infrastructure that continuously 

optimizes the workloads, with IT teams implementing AIOps – using 

artificial intelligence and predictive analytics to gain essential insights 

into their infrastructure status – allowing them to focus on innovation 

work and alleviate them of network or data monitoring bottlenecks. 

In 2021, we will continue to see industries adopt AI solutions, but many 

will find they do not have the infrastructure in place to handle the data 

needed to feed AI/ML pipelines at the speed and scale required. This 

will especially be true post-COVID, as companies look for more ROI out 

of their digital transformations. The result will be a boom in software to 

improve productivity and quality of life for IT and DevOps teams.”



Scott Zoldi,  
Chief Analytics Officer at FICO 

AI Will Be Governed at an 
Algorithmic Level
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AI Will Be Governed at an Algorithmic Level. In 2021, organizations will stop 

their handwringing over AI and get down to brass tacks. Under pressure for 

production-quality algorithms, they will take a lifecycle approach to build 

Responsible AI models that can be audited, monitored, and governed. 

I predict AI will be governed through a blockchain model development 

framework, to assure that model development standards for explainability

and fairness are applied at the algorithmic level, consistently, across the 

entire organization — without margin for data scientists’ artistry or 

other interpretation. 

As organizations move toward specialized model execution within 

increasingly regulated environments, they will choose the machine learning 

model architectures specifically for each problem area. They will want AI 

technology that is “explainable first, predictive second.” I predict that 

Humble AI will be an essential moderating force between the demand for 

production-ready AI, and regulatory pressure to prove fair, safe and 

unbiased decision-making practices.



Tracey Ryan O'Connor
Chief Revenue Officer, 
Qubit

Brands in e-commerce will lean 
more on AI-powered product 
recommendations solutions
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Brands in e-commerce will lean more on AI-powered product 

recommendations solutions, such as Google's, to generate revenue 

and online sales. One way in which brands can create real-time 

relevancy is by enabling better product discovery with product 

recommendations. With so many channels and so much information 

being pushed to consumers, the ability to help them find and discover 

the items of most interest to them has become paramount. 

Product recommendations are ubiquitous across eCommerce and 

typically account for 2-3% of revenues from eCommerce. Solutions 

such as Google Product Recs-powered deep learning adapt to real-

time in-session behavior of the customer, anchored on the individual's 

shopping journey, and use key context (such as time spent on a 

product, the order in which products are browsed, etc.) to adjust to 

changes in signals of buying intent. We predict companies to look 

more closely at personalized product recommendations to deliver 

more value to customers and in turn, drive significantly more revenue 

for the business compared to traditional recommendations.



Paul Stolorz, 
Chief Data Scientist, App Annie

We will continue to see massive 
advancements and discoveries 
driven by machine learning
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In the coming year, the rumors that data science and machine 

learning are overhyped will continue to be dispelled as these 

technologies outperform our greatest expectations. Google AI 

offshoot DeepMind made a transformational breakthrough in 

predicting protein structures based on amino acid sequences. This 

game-changing advancement will significantly accelerate scientists’ 

ability to discover advanced drugs and develop vaccines, and we will 

start to see the payoff of this in 2021. 

DeepMind’s breakthrough also points to a bigger trend – it is certain 

that in 2021 and beyond we will continue to see massive 

advancements and discoveries driven by machine learning. Predictive 

machine learning will change many more industries beyond life 

sciences.



Amit Bendov, 
Chief Executive Officer, Gong

The death of field sales will 
accelerate AI throughout B2B sales
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The death of field sales will accelerate AI throughout B2B sales 

and thus throughout the enterprise. The global travel 

shutdown has forced sales teams to move away from wining 

and dining toward adopting breakthrough tools that help 

them close complex deals remotely.  

In 2021, organizations will utilize AI to guide sales reps and 

managers on the next best action, enabling teams to be more 

productive and close larger deals, faster. Once sales adopt AI, 

we expect rapid adoption across the enterprise, particularly in 

customer-facing roles including customer success, support, 

marketing, and beyond.



Sagi Eliyahu, 
CEO and Co-Founder,
Tonkean

People-first approach will 
become more prevalent
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When people think about AI and automation, they don’t think of a 

technology that augments people, they think of the technology 

that displaces them — and exacerbates issues of inequality and 

economic opportunity in the process. It's important to recognize 

that the choice of how we use AI and automation — whether we 

use them for good, and to create a better future of work for all of 

us, or purely for profit, and the benefit of a select few —still 

remains our choice. 

I expect this people-first approach will become more prevalent in 

the years ahead. As enterprises look to add AI and automation 

into their workflows, they'll ask themselves how the infusion of 

that technology will save employees time and allow them to focus 

more on the work they do best.



Akram Assaf 
Chief Technology Officer at Bayt

Artificial intelligence will certainly 
see mass adoption in 2021 and 
beyond
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Artificial intelligence will certainly see mass adoption in 2021 and

beyond. This will be the decade of mass AI adoption, and it's 

already picking up. The benefits of AI are more obvious than ever, 

and its adoption will be the hottest topic in 2021. 

AI systems work, but we need better adoption and business 

development around it. I believe we are still culturally behind to 

fully adopt AI. It's gotten a lot better in the past few years, and 

the pandemic was the final push for most businesses to adopt AI 

technologies of the future. Company culture around AI is 

evolving, and we'll see a lot more adoption in the upcoming 

years. Don't be afraid to look for external help and stay 

persistent. It will be worth it in the long-term.



Jonathan Crane,
Chief Commercial Officer,  
IPsoft

Organizations will increasingly 
embrace AI-powered virtual 
assistants
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While AI is useful in any environment, it will prove to be especially 

important during the pandemic, empowering remote employees to 

achieve optimal results regardless of where they are working. With more 

people working from home than ever before, organizations will 

increasingly embrace AI-powered virtual assistants. With the virtual 

assistant serving as the lead customer agent, the support staff will resolve 

bigger problems, answer tougher questions, and complete other high-

value tasks.  

I also expect retailers to take a closer look at how conversational AI – that 

is, technology that can communicate empathetically with customers – can 

enhance their product catalog. There is an incredible rush into AI because 

organizations want to remain competitive and gain an edge in challenging 

environments. However, leaders must understand the problems they are 

trying to solve first. That will determine which AI application can help 

them to achieve their goals.



Mukesh Khare, 
Vice President of Hybrid 
Cloud, IBM Research

AI will automate the shift to hybrid 
cloud by teaching machines to 
“reason”
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AI will automate the shift to hybrid cloud by teaching machines to 

“reason.” AI technologies like graph-based techniques, natural language 

processing (NLP), and explainable AI are already being applied to human 

language – think voice recognition, and language translation apps. Now, 

applying the same AI to machines’ code will significantly accelerate 

moving applications to the cloud and subsequent manageability. 

AI will also improve the experience for cloud developers and reliability 

engineers; from automating the modernization and deployment of 

applications onto new environments to assisting with the day-to-day 

application management. In fact, the role of site reliability engineers is 

poised to grow, as enterprises accelerate the use of AI-based techniques 

and strategies like ChatOps to manage their applications and 

environments. Reliability engineers will anticipate and address risks 

proactively, as well as draw insights from more complex unstructured 

data, a critical function as applications operate in hybrid cloud 

ecosystems.



Grady Summers, 
EVP, Solutions & Technology 
SailPoint

Identity management will become 
more streamlined
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The remote workforce appears to be putting organizations at a greater 

risk of data breaches, IP theft, and illegal access through the company 

and personal devices. Identity and access management plays a major 

role in securing enterprise identities. But IAM processes are complex, 

and a well-managed identity governance program can thus be costly 

and out of reach for many organizations. Yet AI is already starting to 

change this, and the trend will accelerate in 2021.

Identity management will become more streamlined as we analyze 

patterns and anomalies to automate access requests, spot risky users, 

and eliminate manual and cumbersome re-certification processes. 

Organizations will become more comfortable embracing automated 

governance around the real crown jewels in any org—their identities—

and this automation will make IAM programs more accessible to a 

broader range of organizations.



Ram Chakravarti, 
Chief Technology Officer, 
BMC Software

We will see the impacts of AI on 
today’s enterprise via pervasive 
intelligence
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In 2021 we will see the impacts of AI on today’s enterprise via 

pervasive intelligence. This will have significant effects on how 

companies approach enterprise automation as well as their basis for 

growth strategy. 

We saw some key developments in pervasive intelligence during 2020 

because of COVID-19 – particularly across process automation, 

machine learning, and RPA – and implementation increased with 

more AI-powered and driven smart devices being deployed to adapt 

to rapidly changing environments. 

While this technology was always destined to have long-lasting 

implications for digital transformation, we’ll start to feel these effects 

much faster and on a more global scale in 2021 as its capabilities 

increase and become more significant and measurable.



Brad Drysdale, 
Field CTO, SnapLogic

Machine learning will continue to 
improve to the point where the AI 
will be doing less “assisting” and 
more “augmenting”
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AI/ML will play a bigger role in 2021 in helping make more and more 

tasks “invisible.” In our integration space, AI to date has been primarily 

around learning and assisting to streamline complex integration tasks 

such as data mapping. 

In 2021, machine learning will continue to improve to the point where 

the AI will be doing less “assisting” and more “augmenting” by actually 

undertaking tasks that today are done by a human, with AI 

“assistance,” via suggestions. 

As the AI does more and more of this, these tasks will become 

invisible and “just done for you, ”bringing us one step closer to 

autonomous, self-driving integration.



Andrew Feldman, 
Founder & CEO,  
Cerebras Systems

There will be few areas of the 
economy that will be untouched 
by AI
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AI will transform research across industries: In 2021, we see AI 

directing laboratory research. AI is coming to dominate research in the 

pharmaceutical industry and playing a much larger role in science -

both basic science and applied sciences. 

AI models will get larger: What was once beyond our imagination in 

terms of size – trillions and tens of trillion parameter models – is now 

just around the corner. As the amount of compute used to work on 

the largest problems continues to grow, training times will continue to 

shrink. 

We will become increasingly comfortable interacting with AI’s: Whether 

its digital assistants or chatbots, AI will become as helpful as human 

service representatives. There will be few areas of the economy that 

will be untouched by AI. As the mixture of AI and robotics expands, the 

ability of robots to do many manual jobs will continue to improve, 

helping to keep workers safe and out of harm’s way. Meanwhile, the 

demand for AI professionals will continue to rise at an increasing pace.



Russell Safirstein,
Partner in Charge, 
Anchin Digital Risk Solutions 

The biggest barrier when 
implementing AI is the fear of 
change, not the technology
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In 2021, more and more companies will look to AI as the WFH 

movement will have longer legs than many think. From implementing AI 

in simple food ordering to adjusting how our email reacts to greater 

phishing attacks, AI usage will grow from about 40% today to greater 

than 60% by the end of 2021. Cyber warfare will also pick up its pace in 

2021, and AI bots will lead the hunt for ongoing persistent threats in the 

far reaches of the government and commercial networks.

The biggest barrier that SMBs face when implementing AI is the fear of 

change, not the technology. My suggestion for firms that are on the 

path of AI adoption is to start small! Pick a part of your business that 

can have an immediate impact but won't disrupt operations too much. 

For example, using Robotics Process Automation to help an accounting 

department's billing processes, or analyzing the profitability of a 

particular product offering by bringing internal and external data to the 

table and allowing AI to match avenues to market and analyze the 

options and tradeoffs between the different paths.



David M. Nilsson, 
Senior Vice President,
Adapt2 Solutions

AI will be integrated into 
enterprise software solutions in 
the energy industry

WWW.CRUNCHMETRICS.AI

In the energy industry, vast amounts of data are available from 

the digitization of power generation plants and capabilities 

along with more granular levels of data from energy markets. 

We will continue to see AI being integrated into enterprise 

software solutions in the energy industry to help with 

predictive analytics, energy load forecasting, energy reliability, 

and strategic decision making. 

The primary roadblock to AI adoption is the data quality and 

trust in the system. If you are looking to automate or 

streamline operations at your business through the use of AI, 

find a vendor that has worked with AI and collaborate on 

innovating for the future.



Ted Kwartler, 
VP of Trusted AI at DataRobot

Trusted and responsible use of AI 
will become embedded 
throughout the AI pipeline
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In 2021, the trusted and responsible use of AI will become embedded 

throughout the AI pipeline, not just in a silo or as an afterthought. 

Trusted functionality, including the process, people, and technology, 

will be implemented throughout the data-to-value pipeline. 

In the early experimental machine learning days, companies used to 

ignore trust altogether. The ensuing, infamous AI missteps in the 

private and public sectors, such as résumé parsing bias or predicting 

educational outcomes, led data scientists to think more broadly 

about trust and bias. 

Data-driven organizations will employ trust to protect against 

missteps and threat to their customers, employees, brand, and other 

societal stakeholders. Two facets of trust will become commonplace: 

model evaluation methods and debiasing techniques.



Yasser Khan,
CEO at ONE Tech, Inc

Endpoint devices will become 
increasingly smarter
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If edge computing was the buzz for 2019 and 2020, 2021 will be all about 

artificial intelligence at the endpoint. As data requirements continue to 

skyrocket from the use of IoT devices and sensors, intelligence at the 

endpoint will help enterprises and OEMs better process, manage and store 

this data in new ways. 

Endpoint devices will become increasingly smarter. Through machine 

learning and artificial intelligence, network intelligence is moving closer to 

the edge, giving endpoint devices new roles and tasks that make them 

smarter. With compute power delivered by low-cost hardware, 

powerful intelligence can now be achieved through machine learning 

algorithms that can train and process directly at the data's originating 

source.

2021 will be the year that the industry realizes that IoT is merely a vehicle 

for data. It's how organizations utilize the data to generate new revenue 

streams or increase customer satisfaction that is the true driving force 

behind connecting billions of assets. 



David Talby, 
Founder and CTO, 
John Snow Labs

AI has the power to change how 
we work and live for the better
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AI has the power to change how we work and live for the better. Natural 

Language Processing (NLP) will continue to be a shining light for AI in 

2021. In a healthcare setting, specifically, NLP can have a significant 

impact on important initiatives such as accelerating drug and vaccine 

development, detecting and preventing adverse drug reactions, and 

helping providers identify and help high-risk patients faster.

Design and product management are usually behind and becoming 

one of the most common roadblocks to AI success. The antidote for 

this is investing in hands-on education and training, and from the 

classroom to hands-on training. Invest in building an AI capability across 

all disciplines of your organization, and then pick real use cases and 

take them to production and to market - requiring everyone to learn 

what it takes to deliver real benefits to your customers and investors. 

The faster and deeper you invest, the better you'll be set up to leverage 

AI in the long term.



Francisco Webber, 
Co-founder and CEO of 
Cortical.io

For a large-scale adoption of AI, 
there needs to be a top-down 
strategy in place first
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As a large part of communication has moved to emails and 

website requests, a growing number of intelligent filtering and 

routing tools will help agents in the home office process the flow 

of incoming messages and documents. Because of the complexity 

and speed of the data involved, organizations need to incorporate 

AI in their systems to improve the efficiency of business 

processes. This will affect all industry verticals. 

For a large-scale adoption of AI, there needs to be a top-down 

strategy in place first. The C-level must be convinced of the added 

value of the AI project and be able to convince all other levels that 

they will benefit from it. In particular, subject matter experts 

should be involved in the AI adoption process right from the 

beginning (in the planning phase) so that they do not fear for their 

job, but rather become the owner (master) of the AI. 



Devin Redmond,
Co-Founder and CEO,
Theta Lake

Leveraging AI to modernize 
security and compliance 
processes will be one of its 
biggest applications in 2021
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From an industry perspective, leveraging AI to modernize security and 

compliance processes will be one of its biggest applications in 2021 as 

the business world continues to rely heavily on collaboration tools to 

enable remote work. AI can transform cumbersome process by utilizing 

automation and deep learning to identify specific instances of risk to 

assist expert human reviewers, as well as automate the tasks those 

reviewers currently have to plod through. Further, AI can unlock cost 

savings and ROI that will turn a largely manual-driven activity that brings 

down businesses’ bottom lines into a key enabling asset.

The misconception of AI is that it somehow knows things humans don't, 

when in fact it is simply automation for some well-articulated human 

judgement. The technology is a means to a solution, not a solution in 

and of itself. When starting an AI project, start with the intended 

outcome and goals, not the tools. When leveraging a solution from a 

vendor, make sure that they have a strong combination of both business 

and technical expertise in your domain. 



John Schmidt, 
VP, Global Data Center Solutions, 
CommScope

Accelerated incorporation of 
artificial intelligence (AI) will 
continue to be an ongoing trend 
for data centers
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As a result of the COVID-19 pandemic, accelerated incorporation 

of artificial intelligence (AI) will continue to be an ongoing trend 

for data centers in 2021 and we see no sign of this slowing down. 

To this, AI is being used to drive safety and security applications 

like automatic temperature checks, touchless authorization, 

payment and control systems, and traffic monitoring, while also 

being implemented for building management systems such as 

HVAC control and lighting. We anticipate that applications rolled 

out during the pandemic will likely remain once it passes.



Benoit Grangé, 
Chief Technology Evangelist, 
OneSpan

The future of banking is more AI, 
machine learning, biometrics, and 
fewer passwords
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The future of banking is more AI, machine learning, biometrics, 

and fewer passwords. A massive transformation is occurring 

across digital and mobile channels in how banks engage with their 

customers and use AI. Banks will combine machine learning with 

biometrics to provide new experiences, such as facial and 

fingerprint verification instead of passwords. 

One example we're already seeing is banks leveraging machine 

learning to detect and read physical passports to allow for ID 

scanning. Customers use their smartphones to scan a 

government-issued ID and then take a selfie. The banks then 

leverage biometric facial comparison technologies with liveness 

detection to verify that ID is authentic and unaltered, confirming 

the individual's identity.



Effective adoption of automation 
will increasingly be as an essential 
component to remaining 
competitive
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2021’s intelligent automation operating models and governance 

will be much more sophisticated reflecting the adoption of 

automation moving from tactical business unit scale to strategic 

enterprise scale. The growth in scope and size of automation 

programs means management and governance becoming more 

fly by wire where managers directly control the priorities, focus, 

and exception handling of the digital workforce, but AI-driven 

orchestration agents manage the detailed day to day allocation of 

specific tasks to specific digital and human workers to drive 

efficiency and utilization. 

AI infused automation will increasingly be linked to core strategic 

initiatives such as improved customer focus, revenue growth, 

capital allocation, supply chain management, risk management, 

cost and operational efficiency, and more. Rapid and effective 

adoption of automation will increasingly be an essential 

component to remaining competitive in markets.

Eric Tyree, 
Head of AI and Research at 
Blue Prism



Umesh Sachdev,
Co-founder & CEO, Uniphore

Automation will become non-
negotiable for CX

WWW.CRUNCHMETRICS.AI

Automation will become non-negotiable for CX. This year 

highlighted the importance of customer retention and customer 

experience for the survival of consumer-focused businesses. 

Digital acceleration has necessitated an increased reliance on the 

contact center, and agents have quickly become a bellwether for 

consumer confidence and sentiment. 

In 2021, more sophisticated agent empathy and quicker 

resolution times will be expected from customer experience 

agents. Automation technology will become a business imperative 

in the customer experience industry. Key technologies including 

Conversational AI, workflow automation, and NLP will empower 

agents to solve customer issues faster and more accurately than 

before.



D’vorah Graeser, 
Founder & CEO, KISSPlatform

2021 will be the year the AI 
industry finally takes bias in 
artificial intelligence seriously
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2021 will be the year the AI industry finally takes bias in artificial 

intelligence seriously. AI models cannot live in a bubble and they cannot 

continue to accentuate the biases prevalent in society. AI is created by 

humans and humans will always have bias. The first step to reducing 

bias in AI is to increase diversity in the teams that build it. Having 

different views on different topics, will surely help build better systems.  

To help solve the AI bias problem, in 2021 we are likely to see far 

more vendors acknowledging the need to be transparent about 

how they devised their models and what steps they took to counter 

bias through diversity among creators and testers, as well as datasets 

stress-tested for bias. Also, the industry will increasingly find more tools 

that are easy to use without training. That will be a great help because it 

will make the solutions available to a wider audience which can then 

provide a feedback loop to help reduce biases.



Michal Klaus,
CEO at Ataccama Software

Data management will move from 
self-service to self-driving

WWW.CRUNCHMETRICS.AI

Data management will move from self-service to self-driving. 

Organizations increasingly use AI for analytics and BI. When it comes 

to data management, however, the use of AI is limited to (somewhat) 

improving sub-disciplines such as data cataloging or data quality 

management. 

In 2021, thanks to AI and operationalized meta data, organizations 

will move away from a siloed approach to data management and 

governance to one that automates the entire process of obtaining 

clean, high-quality, governed data at scale. The shift will mark a larger 

industry move from self-service data processes to a more holistic 

approach that removes technical barriers and opens access to data 

teams in a more streamlined, governed way.



Dan Zitting, 
Chief Product & Strategy Officer 
Galvanize

We will see more organizations 
turning to AI and machine 
learning to combat internal and 
external fraud to reduce risk
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In 2021, we will see more organizations turning to AI and 

machine learning to combat internal and external fraud to 

reduce risk. 

Governance, risk, and compliance (GRC) professionals can 

normally detect instances of fraud—if they know what to look for. 

But the pandemic transformed these circumstances and 

machine learning can find fraud patterns in data they didn’t know 

they were looking for. 

Further, by analyzing data around a specific instance, software 

based on machine learning and artificial intelligence has the 

ability to learn from fraud once it has been committed and 

identified—automatically updating itself to flag new occurrences 

in the future.



Ramprakash Ramamoorthy, 
AI Research Director at Zoho

Advanced AI technology will help 
enable data security by detecting 
potential threats and data 
breaches before they happen
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With COVID-19 disrupting former methods of business and most 

companies going fully or partially remote, data security has become 

an issue. With data no longer stored in the specific network and 

device parameters, business data has been left exposed and at risk. 

That's where AI will play an important role in 2021. 

Advanced AI technology will help enable data security by detecting 

potential threats and data breaches before they happen. For 

example, AI will be used to recognize suspicious activity that could be 

seen as an indicator of a security attack. With AI setting thresholds 

becoming more sophisticated, 2021 will see security breaches 

minimized thanks to security becoming more proactive.



Walter McAdams, 
VP of Solutions at SQA Group

Once an AI starts to demonstrate 
some reliability and real 
autonomy, it’s time to explore 
other, related uses where it can 
be applied
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As we head into 2021, we can expect to see vast acceleration and 

improvement with how we handle contact tracing, particularly when it 

comes to super-spreader events. Contact tracers will investigate these 

events with handheld devices that are connected to supercomputers 

that will be able to model—on an expedited basis—who is at risk and 

possibly send real-time alerts to those impacted. Additionally, we will 

have the ability to apply mutation models to known diseases and 

develop countermeasures before it mutates. 

We have a tendency to overestimate what an AI system can do when it’s 

first turned on and then we underestimate how much it can grow and 

change over time. Once an AI starts to demonstrate some reliability and 

real autonomy, it’s time to explore other, related uses where it can be 

applied. A classic example of this is IBM Watson, which started as a 

Jeopardy-playing demonstrator and is now driving myriad IBM solutions. 



Florian Douetteau, 
Chief Executive Officer, 
Dataiku

Inclusive engineering will begin to 
make its way into the mainstream 
to support diversity
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Inclusive engineering will begin to make its way into the mainstream to 

support diversity. In order to ensure diversity is baked into their AI 

plans, companies must also commit the time and resources to practice 

inclusive engineering. This includes, but certainly isn’t limited to, doing 

whatever it takes to collect and use diverse datasets. This will help 

companies to create an experience that welcomes more people to the 

field — looking at everything from education to hiring practices.

There will also be more of an organizational commitment to putting 

humans and diversity at the center of AI development. Companies will 

look to include people who are representative of those who will use 

the algorithms if they want to truly reduce bias and foster diversity. 

While most training datasets have been developed against a small 

percentage of the population, companies will now look to consider 

expanding their scope to design training datasets that are all-inclusive. 

The more inclusive the group building the AI and the datasets, the less 

the risk for bias.



David Moradi, 
CEO at AudioEye

There will be wider adoption of 
solutions that intelligently 
combine AI and human expertise
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The pandemic has not only accelerated the time we spend online, but also 

our dependence on digital mediums, and more companies will take 

advantage of this cultural shift. This shift is true for everyone, including 26 

% of Americans with disabilities. Today, only 2%  of websites address 

accessibility, meaning that the more than 61 million Americans living with a 

disability have to deal with significant barriers when navigating most sites. 

Moving into 2021, I predict that more businesses will recognize the needs 

of this population and adopt AI-powered solutions to make their digital 

content more accessible and usable for everyone. 

Businesses and decision-makers are growing more sophisticated in their 

understanding of what AI can and can not do and there will be a 

corresponding recognition that while AI can be very helpful, it is not some 

sort of silver bullet that can automatically fix everything. As companies aim 

to identify and solve more nuanced problems in 2021, I predict there will 

be wider adoption of solutions that intelligently combine AI and human 

expertise. 



James Gunn-Wilkerson, 
COO/CTO at CMX

Artificial Intelligence will make a 
big impact on the efforts to create 
more sustainable global food 
supply chains in 2021
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AI will drive more sustainability throughout the food supply chain. 

Artificial Intelligence will make a big impact on the efforts to create more 

sustainable global food supply chains in 2021. Restaurant and grocery 

brands will be able to leverage AI to forecast based on customer 

demand, leading to less over-ordering and less food waste to support 

sustainability initiatives. 

I also predict the use cases for AI will expand beyond predictive 

planning, with brands leveraging it to create incident risk management 

models to identify trends and challenges in the supply chain to 

determine whether bad or recalled products are originating from a 

specific supplier, distributor, or due to an environmental variable. AI will 

become invaluable at identifying the trends impacting the supply chain 

and food quality to provide the insight needed to avoid the same 

incidents from repeating over and over again.



Ivan Kot, 
Solution Consultant, 
Itransition

Companies will need to pay extra 
attention to their data security 
and governance policies
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The pandemic has made it clear – some manual work can be done 

more effectively by robots than by humans. AI-enabled robotics will 

most likely attract even more attention from industrial 

manufacturers and healthcare institutions. The latest advancements 

in facial recognition make this technology stable enough for wide-

scale enterprise implementation. I expect organizations to use facial 

recognition for both internal and customer-related applications. 

However, the progress can still be hindered by the regulatory 

sensitivity of this tech. 

Given that AI continues to permeate almost every imaginable 

industry, we become even more reliant on data. This is why 

companies will need to start to pay extra attention to their data 

security and governance policies. Governments are finally catching 

up with AI and realizing the need to separately address this 

technology. Regulations will become stricter and more precise, 

making developers dive more into AI reasoning and making the 

technology safer.



Vamsi Alla, 
CTO of Think Power Solutions

The age of big data we live in has 
made it possible to apply AI to fields 
that were previously not possible
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As of today, the age of big data we live in has made it possible to 

apply AI to fields that were previously not possible. The 

advancements in technology and science have been through a 

cycle of specialization where individuals focused on particular areas 

of interest and made advancements through research based on 

their singular focuses. We see this changing where cross-

disciplined collaboration will lead to advancements based on the 

application of lessons learned in one field, applied to the other.

We see that AI will play a major role in medicine, the financial 

sector, and entertainment. As the workforce has transitioned to a 

remote paradigm and collaboration through technology continues, 

routine tasks will be automated. For big-dollar projects like 

infrastructure building etc., the important items are the 

identification of risks and the tracking of individual tasks. AI will play 

a major role in identifying risks at the inception of a project and 

providing course correction measures throughout the project’s 

execution. 



Todd Mostak, 
CEO at OmniSci

AI will be used across the 
entire business
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In 2021, AI will go from the topic that was often talked about, to 

the technology that is seen everywhere. Industries like 

operations, finance, customer demand, HR and overall business 

planning will be able to reach untapped potential when they put 

AI into action due to capabilities that AI lends like leveraging 

predictive data. 

AI was formerly thought of to be expensive and only usable in 

small sectors of businesses, but in 2021, the expectation is that 

AI, will be used across the entire business. That said, the 

software and firepower that collects the data will be accessible 

in house, so businesses will no longer have to wait for insights 

externally before they make decisions.



Jon Theuerkauf,  
Chief Customer Strategy & 
Transformation Officer at Blue Prism

COVID-19 has accelerated digital 
transformations and intelligent 
automation adoption 
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COVID-19 has accelerated digital transformations and intelligent 

automation adoption as well as influenced the creation of new 

roles. Over the past year, many organizations have drastically 

shrunk 3-year digital transformation plans into 12-18 months and 

1-year plans into less than 6 months. 

Organizations will continue making decisions differently than they 

were before (faster); they will be open to reimagining how they will 

work and how work will get done which will open up a vast 

amount of new automation opportunities. More people will move 

from working in the process towards designing the new 

processes, building and running the automation in these new 

processes. We will see the rise of the Synergistic Workforce as 

people and digital workers utilize technology and collaborate to 

create a greater contribution than they would independently.



Renen Hallak,  
Founder and CEO, 
VAST Data

Standards Become Even More 
Important in 2021 for ML/AI 
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Standards Become Even More Important in 2021 for ML/AI. AI 

compute vendors will further push to homogenize standards 

across the market to make way for framework compatibility. In 

their quest to open up the TAM for accelerated computing, the 

need for standard programming environments and I/O stacks will 

only increase. 

The explosion of ML/AI-tuned silicon will force the industry to 

adopt a standardized storage presentation to a common hardware 

environment. Storage-wise, while NAS has an appeal as NFS is also 

a standard, standard NFS optimizations in the kernel such as RDMA 

and multi-path will be table stakes to marry the performance needs 

with the push to standardize.



Stefan Behrens, 
CEO and Co-founder of 
GYANT

AI will continue to provide a 
foundation for patient-centric care
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In 2020, we saw AI find its place in health systems as COVID-19 

impacted our healthcare system at large. AI tools that streamline 

virtual care and extend on-demand services became a necessity 

instead of a nice-to-have. As we move into 2021, AI will continue to 

provide a foundation for patient-centric care while transforming 

the industry into a more integrated and interoperable continuum. 

The healthcare industry is inundated with point solutions and we 

have seen an added emphasis on integrations recently to bring 

these disparate pieces together. The continued momentum of 

digital health tools will only be fully realized with effective EMR 

integration. As AI and ML advance, the patient journey is 

simplified, raising the reach, quality, and impact of care.



Daniella Gilboa, 
CEO and co-founder of AIVF

With proven success 
adopting AI will be a “must-
have” rather than a 
“roadblock”
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AI is well positioned to become an integral part of the fertility treatment 

process which to date has mostly been a manual process and decisions 

such as which embryo to pick, have been based on human visual 

assessment and experience, as it streamlines the process. There are 

many other processes in which AI can be applied in order to make the 

process more efficient, cost effective and increase access to more 

women. In healthcare, if you are adopting your first AI solutions, partner 

with an AI platform provider that focuses on your specific therapeutic 

area. 

AI has come a long way but is still considered a new technology and 

new technologies take time to get adopted. IVF is currently dependent 

on many manual processes and so those people who conduct those 

processes might also feel threatened by AI. However, AI can be used as a 

tool to standardize many of these processes which will help increase 

capacity and help the people using them. Eventually, with proven 

success adopting AI will be a “must-have” rather than a “roadblock”. 



Anant Madabhushi, 
Professor of Biomedical Engineering, 
Case Western Reserve University

AI could be a force for good in 
addressing health inequality and 
disparities related issues
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I believe AI could be a force for good in addressing health inequality 

and disparities related issues. As a society, we have to take these issues 

more seriously and use technologies like AI to better understand 

disease profiles and predict disease outcome and treatment response 

in under-represented communities. A big challenge for AI adoption, in 

general, is the issue of validation on multi-institutional data. 

If the goal is to use AI to help in disease diagnosis, prognosis, and 

prediction of treatment response, physicians need to be comfortable 

that the tools are interpretable and also have been validated across 

multiple sites before deployment. Medical societies need to work 

closely and aggressively with healthcare institutions to be able to get 

the de-identified data lakes for democratizing the validation of AI 

technologies for medicine. The AI technologies to overcome the black-

box problem have to ensure that they are rigorously and sufficiently 

validated before clinical deployment.



Taniya Mishra, 
Founder & CEO, SureStart

We'll see more of a focus on 
people and communities in AI
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We'll see more of a focus on people and communities in AI. The 

reawakened questions around diversity, equity and inclusion in all 

arenas of business, including AI and technology, is an emergent trend 

that is not going away. Specifically, AI companies that ignore DEI are 

taking on business risks that will affect their bottom-line. If AI does not 

work for all of its intended markets or users, businesses will leave 

money on the table. 

AI is no longer a tech-only discipline; it requires a multi-disciplinary 

approach to understand the human impact that AI will have. So, 

companies that are thoughtfully addressing this issue will begin to 

build teams comprised not only of tech talent, but also of ethicists, 

sociologists, and anthropologists who have the training and 

perspective to think about the implications of technology beyond the 

product techs and specs.



Ali Siddiqui 
Chief Product Officer, 
BMC Software

We'll see demand for AIOps
continue to grow, as it can 
address and anticipate these 
unexpected scenarios using AI, 
ML, and predictive analytics

WWW.CRUNCHMETRICS.AI

With a year of unpredictability behind us, enterprises will have to 

expect the unexpected when it comes to making technology stacks 

infallible and proactive. We'll see demand for AIOps continue to grow, 

as it can address and anticipate these unexpected scenarios using AI, 

ML, and predictive analytics. The increasing complexity of digital 

enterprise applications spanning hybrid on-premise and cloud 

infrastructures coupled with the adoption of modern application 

architectures such as containerization will result in an unprecedented 

increase in both the volume and complexity of data. 

While data overload from modern digital environments can delay 

repair and overwhelm IT Ops teams, noisy datasets will be a barrier of 

the past as smarter strategies and centralized AIOps systems help 

organizations improve the customer experience, deliver on modern 

application assurance and optimization, tie it to intelligent automation, 

and thrive as autonomous digital enterprises. 



Rick Farnell, 
President & CEO at Protegrity

Data security will be a crucial 
ingredient to add to the 
enterprise path to AI
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Data security will be a crucial ingredient to add to the enterprise path 

to AI. For many companies, the COVID-19 pandemic fast-tracked 

digital transformation, AI, and machine learning timelines – well 

beyond the level of innovation that would have happened under 

normal circumstances. 

For the coming year, companies will continue on the path to AI, likely 

encountering the age-old balance between the freedom to innovate 

and the control required by the business. 

As a result, having an enterprise-wide data security strategy will 

become even more critical. And with the rise of hybrid cloud and 

multi-cloud, companies will need to adopt a comprehensive data 

security strategy that accounts for data wherever it resides – whether 

at rest, in motion or in use.



Yuri L. Eliezer,
Partner, Patents & Advanced 
Technology at Founders Legal

Ways in which businesses can 
automate time-intensive, data-
driven tasks will allow companies to 
adapt quickly to new AI technology
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Given the abrupt changes in the way we work as a result of the 

pandemic, more and more businesses are finally opening up to 

new technologies and systems that will assist with business 

automation and data processing. AI automation is popping up 

everywhere and will only accelerate through a variety of enterprise 

platforms from email marketing to AIOps for IT operations. 

Ways in which businesses can automate time-intensive, data-driven 

tasks will allow companies to adapt quickly to new AI technology. 

The USPTO and major companies like Google and Microsoft are 

already taking advantage of machine learning to power their 

business insight. The USPTO also reported that in 2018, AI 

appeared in 42% of patent technology subclasses. This is 

showcasing how quickly it’s being adopted into new innovations 

across the board. Something with this substantial of a trend holds 

the potential to be the next major innovation- like electricity and 

information technology.



Jasen Meece, 
CEO at Cloudentity

Identities of bots must be 
managed and protected by the 
enterprise, similar to employee 
and customer identity 
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Today, we interact with bots more than ever before, whether it's 

customer service chatbots or the AI on our devices, like Siri and 

Alexa. These bots are used for real-time decision making to 

automate processes that were previously done by humans. For 

example, bots have automated the retail return processes for 

companies like Amazon. 

However, it becomes more complicated for enterprises to manage 

the identities of automated bots, especially when they are 

interacting with other bots at machine speed. The identities of bots 

must be managed and protected by the enterprise, similar to 

employee and customer identity so that data isn’t compromised. 

This is important for CIOs and security leaders to keep in mind 

because using bots for automation purposes will open new attack 

vectors if the APIs of bots are hacked.



Rana el Kaliouby,
Co-Founder & CEO, Affectiva

We'll see new use cases of 
Emotion AI to improve online 
collaboration and communication 
in light of the pandemic
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We'll see new use cases of Emotion AI to improve online collaboration 

and communication in light of the pandemic. In the COVID-19 

pandemic, we are relying more than ever on video conferencing to 

connect us virtually - working remotely, learning from home, and in our 

social lives. But there's a big problem: these technologies are emotion 

blind. 

Emotion AI - software that can understand nuanced human emotions 

and complex cognitive states based on facial and vocal expressions 

- can address some of technology's shortcomings in light of the 

pandemic, and we'll see companies using it for new use cases, such as 

Video conferencing and virtual events, Online learning, and Telehealth. 

Emotion AI can provide insight on how people are emotionally engaging 

in a virtual event. It can give feedback on how students are engaging 

with online educational materials. Emotion AI can also create more 

meaningful discussions and trust between patients and healthcare 

providers as telehealth appointments are replacing in-person visits. 



Marc Fredman,  
SVP of Strategy, Product & Marketing, 
CCC Information Services

2021 will be the year that the 
efficacy of AI at scale will be put to 
the test
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The DIY customer service evolution, powered by mobile-first experiences, 

will compel the insurance industry to further accelerate the use of 

technology (AI, mobile, telematics) to meet their needs. 

In 2021, we expect the increasing use of digital and AI to shift insurers to 

an on-demand model to deliver an experience that is consistent with how 

consumers go about every other interaction in their personal lives. We’ll 

see more insurers virtually enabling vehicle inspections, offering usage-

based insurance, and leveraging photos for claims reporting and 

management. 

In 2020, we saw the adoption of many of these technologies double - and 

with any tipping point, we’ll see adoption at scale, making room for the 

next innovations to emerge. 2021 will be the year that the efficacy of AI at 

scale will be put to the test. To pass this test, AI models must include the 

ability to constantly adapt to customized rules and permutations. 



Heather Mahalik, 
Senior Director of Digital 
Intelligence, Cellebrite

Artificial Intelligence (AI) and 
Machine Learning (ML) help make 
criminal investigations more 
manageable
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Artificial Intelligence (AI) and Machine Learning (ML) help make criminal 

investigations more manageable. Investigations are becoming dramatically 

more difficult to manage, not only due to the sheer volume of data that 

must be analyzed but also because of the variety of sources from which 

digital evidence is extracted. As a means to solve this issue, we anticipate 

seeing an increasing number of agencies and police forces adopt AI- and 

ML-based tools that can automatically analyze and interpret data from 

video, sensors, and even biometrics that are admissible in court.

As more agencies begin to adopt these AI- and ML-based solutions, there’s 

an onus on law enforcement to abide by ethical policies and to remove bias 

in such tools. As such, departments will begin to establish their own policies 

and work with governing bodies on responsible and ethical AI usage, 

including proper training for the relevant teams and business functions, as 

well as creating an environment with an ethos of data-driven and 

responsible decision-making. 



Kevin Frechette,
Co-founder & CEO at 
Fairmarkit

Automation technology for 
reporting, artificial intelligence for 
analysis, and cloud-based record-
keeping that can be accessed 
anywhere will all be must-have 
technologies going forward
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Companies still using paper-based acquisition and invoicing systems 

suffered greatly during the pandemic. If they couldn’t find their suppliers’ 

order records or contact details, even the smallest tremor of a problem 

could turn into an earthquake. But even moderately digitized 

procurement teams often encountered challenges if they didn’t also have 

transparency and analytics built into their systems. 

Pinpoint information on orders and digital tools for managing spend 

(including tail spend)became vital for businesses plotting a course 

through lockdowns and supply-chain disruption. In the post-pandemic 

world, digitization will become almost mandatory—a penny-ante that 

simply gets you a seat at the table. 

Digital transformation technologies will need to include more than just 

online purchasing portals. Automation technology for reporting, artificial 

intelligence for analysis, and cloud-based record-keeping that can be 

accessed anywhere will all be must-have technologies going forward.



Paul Magel, 
President Application Solutions, 
Computer Generated Solutions

Apparel companies are using AI to 
automate factory tasks that are 
too dangerous for human 
employees
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Lack of skilled labor will fuel AI and automation, and drive “crowd-

sourced” production. The fashion and apparel manufacturing 

industry has traditionally relied on skilled laborers, refusing to 

automate certain tasks and jobs. However, the COVID-19 

pandemic has pushed artificial intelligence and automation to the 

forefront of supply chain transformation initiatives. 

Apparel companies are using AI to automate factory tasks that are 

too dangerous for human employees, creating new opportunities 

for laborers to take on managerial or technical roles. 

In addition, we will also see more fashion and apparel companies 

start to “crowd-source” more contractual support for project work. 

Designers will upload projects to an Etsy-like portal, giving 

factories an opportunity to bid on the work. This expanded 

network of resources will fuel success for these companies in 

2021 and beyond.



Durk Stelter, 
Chief Revenue Officer, 
Linc Global

AI has been an integral part of the 
core business functions this year 
for retailers looking to provide 
best-in-class customer 
experiences
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The overall eCommerce landscape has been thrown into a tailspin last 

year with the insurmountable website traffic, many retailers have been 

forced for ways to alleviate stress from their call centers and customer 

service reps. AI has been an integral part of the core business functions 

this year for retailers looking to provide best-in-class customer 

experiences. We predict usage of AI to only become more significant as 

we head into 2021. 

The increased use of automated conversations that inherently 

understand the various possible intents of a customer will increase the 

efficacy and importance of analytics. Even as brands turn to automated 

intelligence to meet expectations for great customer experiences, new 

restrictions are being placed on the data collected to inform those 

experiences. As businesses comply with evolving legislation, brands 

who engage in one-to-one opted-in conversations with shoppers have 

an opportunity to form lasting connections that open the door to 

sharing more information in the future.



Guru Hariharan, 
CEO of CommerceIQ

AI delivers the horsepower to 
integrate sales, marketing, and 
supply chain operations to 
optimize the eCommerce channel 
and drive incremental sales.
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With eCommerce, there are literally too many variables for 

humans to handle. This complexity is exacerbated by the speed 

with which situations can change. No longer coming up first in a 

keyword search on Amazon or losing out to a competitor can 

happen in just a few minutes. 

In 2021, consumer brands selling on Amazon, Walmart, and other 

eCommerce marketplaces will have a greater sense of urgency to 

take an algorithmic approach for advertising that uses AI to handle 

hundreds of constantly changing variables. 

Marketers and e-commerce executives know that only AI is 

capable of providing the near-real-time information they need to 

plan their advertising campaigns strategically. AI delivers the 

horsepower to integrate sales, marketing, and supply chain 

operations to optimize the eCommerce channel and drive 

incremental sales.



Joe Petro, 
Executive VP & CTO,
Nuance Communications

AI solutions that provide 
advanced security, biometrics, 
and fraud detection to protect 
consumers and brands will be 
even more important
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Since the onset of the COVID-19 pandemic, more consumers are 

conducting business online and, as a result, we are seeing a 

significant increase in fraudulent activity and cybercrime (which 

was already higher in 2020 compared to 2019). 

AI solutions that provide advanced security, biometrics, and fraud 

detection to protect consumers and brands will be even more 

important in 2021 and we will see an increase in companies 

adopting and implementing these technologies, as well as 

consumers expecting and demanding them. 

Brands that leverage passive authentication technology, like 

biometrics, to provide an effortless but secure customer 

experience will be ahead of the curve in providing state-of-the-art 

customer care that protects those who interact with their brands.



Jason Corso, 
Director of the Stevens Institute for 
Artificial Intelligence and 
Co-Founder of Voxel51 

We're going to see an increased 
interest in AI in data-sparse 
scenarios where it is increasingly 
critical to build generalizability 
into the AI system 
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I think we are going to see increased availability and interest in 

SWAP (size, power, etc) reduced applications that bring even the 

barest of AI technologies like NLP and CV to the forefront of 

consumer applications. To date, the community has primarily 

emphasized situations where we assume ample compute and 

power, but I expect that we will see our assumptions lessened as 

we increase the reach of AI into more real-world applications.

AI has been drunk on data for the last decade and although we 

see some powerful applications of that coming to use, we've hit a 

wall. More data cannot deliver the type of adaptability and 

nimbleness that real-world applications demand. We're going to 

see an increased emphasis and interest in AI in data-sparse 

scenarios where it is increasingly critical to build generalizability 

into the AI system and to better understand the available data.



Amar Hanspal, 
Chief Executive Officer, 
Bright Machines

Digital transformation of the 
factory floor will accelerate
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Digital transformation of the factory floor will accelerate. The 

pandemic reminded manufacturers about the fragility of relying 

on labor, access to physical space, and centralized factories half-

way around the world to produce goods. 

Fortunately, advanced technology – sensors, machine learning, 

computer vision, robotics, cloud computing, edge computing, and 

5G network infrastructure – has proven to increase supply chain 

resiliency for manufacturers who adopt it. 

While manufacturing lines present a unique set of challenges, tech 

companies will continue to focus on bringing the value of these 

advancements to verticalized settings as the industry realizes they 

must diversify their factory operations and embrace Industry 4.0 

technology to become more resilient.



Bill Scudder,
SVP & AIoT General Manager, 
Aspen Technology

We will see increase in productivity 
as the biggest benefit of industrial 
AI across capital-intensive, process 
industries
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In 2021, we will see increase in productivity as the biggest benefit of 

industrial AI across capital-intensive, process industries. Through the 

adoption of industrial AI, next-generation asset optimization 

solutions can be implemented without data science experts, implying 

industrial organizations can open the door to new levels of safety 

and productivity in their operations. 

Across industrial plants, semi-autonomous and autonomous 

processes will be created over time, as live data is collected, 

aggregated, conditioned and fed into intelligence-rich applications to 

evaluate scenarios, gain insight and drive continuous operational 

improvements. Furthermore, cognitive guidance systems powered by 

AI and machine learning will empower personnel across critical 

operations, extending their capabilities so they can make faster and 

more accurate decisions. -



Ajay Gandhi,
VP Product Marketing, 
Dynatrace

IT organizations will be looking for 
ways to fast-track autonomous, 
self-healing cloud operations
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In 2021, IT organizations will be looking for ways to fast-track 

autonomous, self-healing cloud operations. As organizations adopt 

more cloud-native apps and infrastructure, IT leaders are realizing the 

resulting complexity is disrupting operations and intensifying demands 

on already strained IT teams. In 2021, as organizations around the globe 

struggle to keep pace with new demands and achieve scale, DevOps 

teams will be looking for out-of-the-box AIOps orchestration solutions 

to automate operations and remediation across the board. 

Automatic and intelligent solutions that have application security and 

autonomous cloud know-how built in will play an increasingly valuable 

role as teams recognize the need to adapt their operations to model 

modern software development and delivery processes. Automatic 

anomaly detection and the ability to trigger auto-remediation will 

significantly reduce the need for human intervention and free teams to 

adapt their operations culture to accommodate greater collaboration.



Daniel Kivatinos, 
Co-founder & COO 
DrChrono

Machine learning and AI will 
become an even bigger part of 
healthcare in2021
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Machine learning and AI will become an even bigger part of healthcare 

in2021. For example, machine learning, and AI combined with 

telemedicine will give more insight to a physician in a remote setting 

reading voice intonation and facial expressions for a patient’s mood, 

pain, or depressional flags and the like. ML will be able to indicate and 

provide mood data to the physician in real-time and will allow the 

doctor to take any immediate action.

ML-powered medical copilot scribing can help write a draft chart as the 

patient and doctor chat via telehealth. A lot of information is 

exchanged quickly and having a real-time scribe will save time for the 

medical community.



Jim Stratton, 
Chief Technology Officer, 
Workday

IT leaders will increasingly seek 
automation to reduce friction and 
increase productivity between 
enterprise systems
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In 2021, IT leaders will increasingly seek automation to reduce friction 

and increase productivity between enterprise systems.  I expect 

developers and business users to demand more insight and reasoning 

into AI and machine learning algorithms and how they are applied. 

With so many employees working remotely, businesses are investing in 

making their digital workspace as compelling and efficient as possible.  

A burgeoning focus on design thinking for workplace experiences will 

emerge to ensure employee's interactions with technologies are 

frictionless and intuitive. 

The confluence of advanced front-end user interface technology, open 

systems with connecting workflows, and machine learning will bring 

about a deeper level of integration and personalization across systems 

and devices. For employees, this means the seamless and personalized 

consumer experiences that we enjoy in our personal lives are finally 

coming to the workplace.



Joe Gaska,
Chief Executive Officer, 
GRAX

Organizations with a focus on 
artificial intelligence and machine 
learning will continue to hunger 
for meaningful training datasets 
that can be fed into their ML 
algorithms 
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Organizations with a focus on artificial intelligence and 

machine learning will continue to hunger for meaningful 

training datasets that can be fed into their ML algorithms to 

spot cause-and-effect change patterns over time. 

To do this, they will turn to their ever-changing datasets in 

third party cloud/SaaS applications as inputs into these 

algorithms. This will create pressure for them to capture and 

ingest every single change in that data over time into their 

DataOps ecosystem.



Massimiliano Versace, 
Co-Founder & CEO, Neurala

We'll see AI be deployed in the 
form of inexpensive and 
lightweight hardware
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It's no secret that 2020 was a tumultuous year, and the economic 

outlook is such that capital intensive, complex solutions will be 

sidestepped for lighter-weight, perhaps software-only, less expensive 

solutions. We'll see AI be deployed in the form of inexpensive and 

lightweight hardware. 

This will allow manufacturers to realize ROIs in the short term without 

massive up-front investments. It will also give them the flexibility 

needed to respond to fluctuations in the supply chain and customer 

demands - something that we've seen play out on a larger scale 

throughout the pandemic.

Humans will turn their attention to why AI makes the decisions it 

makes. Humans are reluctant to give power to automatic systems 

they do not fully understand. For instance, in manufacturing settings, 

AI will need to not only be accurate but also explain why a product 

was classified as normal or defective so that human operators can 

develop confidence and trust in the system and let it do its job.



Domenic Leo, 
VP, and GM, Law Firms, 
Anaqua

We’ll see AI as a fundamental 
strategy for the business of law
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The defining and protection of AI in the intellectual property (IP) 

world is exploding. This is particularly true in China, where 

companies are filing a ton of AI patents to drive innovation and 

solve its national lawyer shortage. 

As such, 2021 will bring the first use cases of AI being used to 

practice of law, driven by the need to do more with less. For the 

first time we’ll see AI as a fundamental strategy for the business 

of law, especially as it relates to meeting the growing needs 

around IP management and protection.



Meredith Butterfield, 
Principal Data Scientist, 
Valkyrie

New forms of AI and ML will 
continue to be specialized tools 
used by people, instead of 
independent actors
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New forms of AI and ML will continue to be specialized tools used by people, 

instead of independent actors. This means increased productivity of 

individual workers and a greater emphasis on jobs centered around 

collaboration and interaction between humans and AI algorithms. Much of 

this is a continuation of previous trends, everything from automatic 

exchanges replacing telephone switchboard operators in the early 20th 

century to modern filmmakers relying on AI-enhanced editing software to 

rapidly create high-quality videos. 

COVID-19 has spurred the adoption of AI and big data in medicine and 

healthcare. Some of these techniques were previously resisted in the 

medical community because they weren't based on traditional methodology, 

but when COVID-19 hit, everyone needed answers quickly. If researchers 

can prove that AI can be used effectively for critical tasks, such as tracking 

symptoms, it will validate the new methods and we'll likely start seeing these 

AI applications used more often in the industry. 



John Li,
Co-Founder at Fig Loans Inc

Businesses would adopt different 
types of customer experiences that 
are centered around AI 
applications
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All kinds of businesses would adopt different types of customer 

experiences that are centered around AI applications. Because the 

telecom, media, and entertainment industries have massively 

grown in the adoption of technological advancements, it is only 

going in an upward direction and is going to be complemented by 

big data and cloud-native technologies. With the innovation of AI 

integrations with communications over the past year, technologies 

like 5G networks, IoT, AR/VR, the telecom and media industries are 

just at the start line of such advancements integrated with AI and 

are increasing in popularity.

The implementation of 5G throughout North America, Europe, and 

East Asia will certainly increase by 2021 and allow for almost 

seamless network coverage, and advanced traffic management. 

Wireless media and connectivity are also on track to becoming 

mainstream, where volumes of data are easier to process through 

on-device processing or cloud over low-latency networks.



Raj Talluri,
SVP & GM Mobile BU 
Micron Technology

AI will continue to redefine the 
phone in 2021 and beyond, 
especially when it comes to 
photography
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AI will continue to redefine the phone in 2021 and beyond, especially 

when it comes to photography. There is actually more AI and machine 

learning in your phone's camera than in many other devices. For 

example, when you take a picture, the camera is always analyzing - Am I 

taking a picture of a person? Can I detect a face? Is it an indoor picture 

or an outdoor picture? Where is the sun? 

In 2021, we'll continue to see mobile computational photography 

capabilities become more sophisticated in both mainstream and 

flagship phones, bringing professional-level photography capabilities to 

consumers' finger tips. As our devices continue to get smarter, they will 

know who is using them and adapt to that context. With AI and machine 

learning on the rise, contextualizing will be at another level in the next 

few years. Since your browsing, your viewing, and your commute are 

different than mine, your phone will look totally different than mine. 

Your device will be totally aware, personalized, custom to you.



Brett Beranek, 
VP & GM, Security & Biometrics 
Nuance Communications, Inc

Companies will need to 
demonstrate to their customers 
that they take their security 
seriously
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In 2021, ensuring consumer security and providing exceptional 

experiences will collide. Consumers want a digital experience that is 

easy, secure, and free of passwords. Passwords have lulled consumers 

into a false sense of security for years, especially as the number and 

variety of devices on which apps are used skyrocketed, each requiring 

critical information to be entered repeatedly - and thus each instance an 

opportunity to track and steal that data. 

As more consumers shift to online channels in order to shop, bank, 

socialize, and play, users demand a more sophisticated and secure 

experience. Companies will need to demonstrate to their customers that 

they take their security seriously at a time when consumers are more 

conscious than ever of the risks surrounding their identity. 

Organizations can't afford to do things only based on ROI; in the next 

year, better security will be a question of customer retention, loyalty, and 

corporate social responsibility.



Shiva Ramani, 
CEO at iOPEX Technologies

AI/ML will prompt faster decision 
making
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AI/ML will prompt faster decision making and reduced time spent on 

Zoom calls as system software grows more efficient. In 2021, AI in 

conjunction with ML will produce systematic automation of administrative 

and workflow tasks to produce that efficiency. 

As the pandemic continues to influence investment decisions into AI/ML, 

enterprise IT will generate a new category of AI to place into the software 

of UCC platforms. This new category will explain how enhancements 

into AI/ML software will yield specific improvements in the digital 

infrastructure of companies looking to overhaul their data collection 

capabilities, report building, interface utilization, and remote work 

connectivity.

Conversational AI is set to become the norm as enterprises connect 

employees and consumers with advanced AI technology. 2021 will see 

increased investment, more interface upgrade and faster response times 

due to the implementation of Conversational AI. 



Joe Tuan, 
CEO & Founder,  
Topflight Apps

My top prediction for AI application 
in eCommerce in 2021 is using 
social data to gauge new insights 
about customer preferences 
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My top prediction for AI application in eCommerce in 2021 is using 

social data to gauge new insights about customer preferences. I’m 

sure big eCommerce players will introduce so-called full-featured 

social logins — when they get to access users’ friend lists and other 

data — in exchange for some ongoing benefits like year-long 

discounts or free delivery. Then, based on the data from users’ feeds, 

these stores will provide super-personalized offerings. 

We may also see the rise of intermediary platforms that could 

recommend goods and services from competing services, like Uber 

and Lyft or OfferUp and Carousell. These platforms can harness the 

power of AI to help people choose between similar products or 

services based on their own parameters that the original apps often 

skip.



Stéphan Donzé, 
CEO at AODocs

AI will play an increasing role in 
automating manual and mundane 
tasks
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AI will play an increasing role in automating manual and mundane 

tasks, which continue to increase efficiency and accuracy while 

enabling information workers to focus on more strategic and high-level 

activities.

In particular, AI will be leveraged in 2021 (and beyond) to substantially 

reduce manual data entry where human fingers would have been used 

to enter information into a database from an invoice, a W9, a scanned 

driver's license, etc. 

The nature of AI is that it continues to get better and better at 

understanding and processing unstructured documents, and this is a 

game-changer for enterprises that are still tethered to manual 

processes.



Krishna Tammana, 
CTO of Talend

Ethical AI will take a key role in 
product development in 2021

WWW.CRUNCHMETRICS.AI

Ethical AI will take a key role in product development in 2021, but it is a 

difficult problem to solve. Ethical AI is becoming an important issue, 

but a difficult dilemma to solve. Companies are using data and AI to 

create solutions, but they may be bypassing human rights in terms of 

discrimination, surveillance, transparency, privacy, security, freedom of 

expression, the right to work, and access to public services. 

To avoid increasing reputational, regulatory, and legal risks, ethical AI is 

imperative and will eventually give way to AI policy. AI policy will ensure 

a high standard of transparency and protective measures for people. 

In the data sphere, CEOs and CTOs will need to find ways to eliminate 

bias in algorithms through careful analysis, vetting, and programming.



Matt Rosen, 
Founder & CEO of Allata

AI is going to be used in many of 
the decision-making processes 

WWW.CRUNCHMETRICS.AI

AI is going to be used in many of the decision-making processes 

for underwriting all kinds of loans and policies. This will apply 

across the insurance, auto loan, mortgage loan, and unsecured 

credit industries. 

We already have a client in the credit settlement business looking 

to build algorithms that more quickly help settle the debt for their 

clients as the process is very manual today. 

The main roadblock we are seeing to AI adoption is many 

companies would rather code algorithms and software vs. training 

computer models to solve problems. This reduces repeatability 

and the opportunity for a model to learn. 



Deon Nicholas,  
Co-founder & CEO,  
Forethought

Natural language is everywhere 
and technology is finally catching 
up to be able to understand it like 
humans can
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One of the biggest areas I'm excited about in 2021 is the rise of Natural 

Language Understanding (NLU). This modern branch of Natural Language 

Processing (NLP) uses Deep Learning to solve human-level cognitive tasks 

on language, like translation, question answering, and logical inference 

from text. 

There's been a kind of NLU renaissance over the past 3-4 years, 

culminating in models like BERT, which has achieved state-of-the-art 

accuracy on tasks like translation, question answering, and logical 

inference; and GPT-3, the model out of Open AI that can literally 

generate Shakespeare! And these technologies are going to have wide-

ranging impacts on enterprises and consumer industries. 

Customer service conversational interfaces are becoming exponentially 

smarter, and AI can be used in recruiting to match resumes to jobs, or to 

detect misinformation in the news. Natural language is everywhere and 

technology is finally catching up to be able to understand it like humans 

can.



Shady Hassan, 
Co-founder, Chief Operating & 
Medical Officer, Vocalis Health

AI and predictive analytics will 
help manage patient backlogs to 
position healthcare to be 
proactive
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AI and predictive analytics will help manage patient 

backlogs to position healthcare to be proactive. As the 

COVID vaccine begins to have an impact, people will begin 

to return to the healthcare system for routine screenings 

and pre-emptive care that had been postponed as a result 

of the pandemic. 

In 2021, we will emerge from this backlog of care, and 

masses of patients will hit the health care system with full 

force. AI and predictive analytics will augment healthcare 

organizations’ ability to prioritize patients for testing and 

medical intervention.



Alicia Frame,
Lead Data Science Product Manager 
At Neo4j 

Post-COVID, we’ll have the benefit 
of having built up a transferable 
skill set: knowledge graph 
completion, better and more 
accurate ML techniques
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Graphs will play a big part in getting us to the post-COVID world. 

The scientific community spent 2020 trying to parse and interpret 

massive volumes of data in knowledge graphs to try to discover, or 

repurpose, drugs to treat COVID-19 or identify where and how 

COVID was spreading. 

We’ll continue to need that technology as we race to recovery: 

getting people vaccinated, tracing outbreaks, and streamlining 

complicated supply chains to get drugs, PPE, and medical devices 

where they’re needed. Post-COVID, we’ll have the benefit of having 

built up a transferable skill set: knowledge graph completion, 

better and more accurate ML techniques, etc.



Mrudul Shah, 
Co-Founder & Director CTO, 
Technostacks Infotech Pvt ltd

Early adopters embracing AI will 
have an edge over the competition
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I believe the power of AI in healthcare and medicine will create a 

breakthrough in 2021. The potential application and focus of applied AI 

and data science will be on improving the efficiency of life sciences and 

healthcare delivery. In addition to this, till now the financial sector has 

seen a boom in AI, but 2021 will see engineering businesses, customer 

services providing firms to adopt conversational, embedded and 

document AI due to the shift towards digital and remote work culture. 

Intelligent process automation, an extension of RPA, is also making 

waves.

Implementation of Safe, Bold, and Ethical AI all together for long-term 

success is a major roadblock for enterprises. AI is one of the topmost 

technology trends for 2021 and beyond so early adopters embracing 

AI will definitely have an edge over the competition. The only 

suggestion for AI adopters will be to focus on the right ideation, 

strategy, data algorithms, and right people for the job. 



Natalia Modjeska, 
Director, Research & advisory services, 
Info-Tech Research group

We’ll see a more cautious 
approach to AI
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We’ll see a more cautious approach to AI: less irrational exuberance 

and more of a level-headed analysis of benefits and risks, investments 

required, and ROI. And not just because of the growing awareness of 

how biased AI/Machine Learning (ML) is or because of the massive 

data shift brought about by Covid-19, which rendered much of the 

pre-pandemic data unusable (and much of the current data, too). 

While mismatches between AI and data that feeds it - known as data 

shift - have been widely known for some time, under specification -

where observed effects can be attributed to multiple root causes -

has only recently emerged as another significant risk driver. As Google 

is one of the major providers of AI/ML products and services, and its 

own researchers have highlighted this new risk, business leaders will 

want to exercise caution and conduct sufficient due diligence before 

proceeding.



Harry Thakkar,
Partner at Avatria

From a pricing standpoint, AI-
based dynamic pricing will also 
start to become more prevalent 
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Artificial intelligence and machine learning have been very big 

buzzwords in 2020 and made some inroads in the eCommerce 

space primarily via chatbots and some personalization tools. 

This trend is going to increase substantially in 2021 - the 

recommendation platforms that provide this capability will 

significantly increase and more importantly will be accessible to 

SMB players in addition to the largest enterprises.. 

From a shipping standpoint, AI will be used to provide more 

accurate delivery dates and times for customers based on their 

specific address. From a pricing standpoint, AI-based dynamic 

pricing will also start to become more prevalent and will take 

factors like current demand, competitor pricing and shopper 

preferences into account. This type of pricing within eCommerce 

will have parallels to how airlines typically charge for plane 

tickets online.



Joshua Feast, 
Co-Founder & CEO, 
Cogito Corp

As AI continues to evolve, we will 
see strides toward more human-
aware applications
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As AI continues to evolve, we will see strides toward more human-aware 

applications. While advances in workplace technology “wow” us daily, we 

have yet to see organizations effectively interlay human-aware elements 

into all of their apps. Interpreting all employees as the same person instead 

of the unique human beings that they are, doesn’t provide the intricate, 

contextual level of support needed to truly augment human performance 

with AI, increasingly important in our new remote work norm

By adding human-awareness to applications, allowing real-time insight 

into human behavior, they can be used to better augment and coach 

teams to support their performance and emotional well being. Specific 

strengths and weaknesses will be addressed in the moment and over a 

sustained period - reducing performance variability among individuals and 

across the workforce. The result will be consistently better performance 

and a more compassionate and empathetic workplace in 2021. 



Raj Hazra, 
SVP of Corporate Strategy
Micron Technology

2021 is going to see AI-as-a-
service become mainstream
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In 2021, the prevalence of remote work-even post-pandemic-will 

accelerate capabilities in the cloud. This will drive unprecedented 

interest in disaggregated composable systems, so there aren't wasted 

resources in an over-provisioned environment. This move toward 

streamlining resources will be critical in reducing the rising 

environmental impact of IT. Boundaries between memory and storage 

will blur: 

2021 is going to see AI-as-a-service become mainstream, intelligence 

migrate to the edge, and 5G come to life. This is going to propel 

fundamental changes in the way server systems are architected. The 

memory will extend into multiple zones-and will become a shared 

resource. And storage and memory will merge. You'll no longer think 

DRAM for memory and NAND for storage, because faster NAND will 

create the ability to use it as memory.



Fridrik Larusson, 
President for Product, 
SoundLines

AI will help augment the delivery 
of care, existing within human-in-
the-loop systems
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The healthcare industry has been significantly affected by COVID-

19. Healthcare leaders are looking for ways to expand capacity so 

their frontline workers can effectively treat their patients. Utilizing 

artificial intelligence, an ambient documentation assistant can 

assist providers with their clinical so they can spend less time on 

documentation and more time at the bedside with patients. 

An AI-assisted documentation assistant can integrate within their 

workflow. Providers can pull the assistant up on their mobile, 

simply set it aside and enjoy a normal interaction with their 

patients. The encounter is processed on the backend, leveraging 

ML models - such as speaker segmentation, speech-to-text (STT), 

and natural language processing (NLP) - to help augment 

documentation completed by the trained medical scribes. As we 

enter 2021, we see AI will help augment the delivery of care, 

existing within human-in-the-loop systems. These tools do not 

obviate the human but empower them to work more efficiently. 



Greg Benson, 
Chief Scientist, SnapLogic

Businesses will invest more in 
data collection and curation in 
support of AI and ML initiatives
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Businesses will invest more in data collection and curation in 

support of AI and ML initiatives. Current AI and ML technology 

is powered by useful and large-scale data. A big barrier to entry 

for organizations is large-scale source data that can be used to 

train models. 

Cloud-based data services make it easier to collect event and 

sensor data that can be used in model building to support 

customer experiences or improve internal business efficiency.



Phil Strazzulla, 
Founder & CEO 
Select Software Reviews

The biggest trend that will 
continue to surge in 2021 is AI fed 
marketing
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AI is one industry that has been booming in 2020 and that will 

continue in 2021. The biggest trend that will continue to surge in 

2021 is AI fed marketing.  When businesses struggle for sales, 

whether because of a pandemic or a weak economy, the ROI on 

each marketing dollar becomes a very important metric. 

When your marketing is driven by AI, you don't need to re-spend 

money when the data points change and shift your marketing. The 

AI sees the shift, learns, and responds automatically.



Harshad Oak, 
General Manager at Icertis

Companies are investing a larger 
portion of their IT budgets in 
cloud-based technologies
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With the increase of remote working due to the COVID-19 pandemic, 

companies are investing a larger portion of their IT budgets in cloud-

based technologies. That trend will continue into 2021 as companies 

are forced to adopt strategies to work remotely and recognize the 

benefits of maintaining those modes of operating even as they begin 

to transition employees back to physical locations. 

A prime example will be contracting where COVID drove the digital 

transformation of the contract request, approval, execution, and 

post-award management systems and has laid the groundwork for 

even  more advancements in contract lifecycle management. As 

customers  get more comfortable with the value delivered by AI, 

expectations of AI as a standard feature of enterprise software 

offerings will increase. In 2021, slow and clunky enterprise software 

experiences will become a punishable offense. Fortunately, with rapid 

improvements in natural language processing (NLP), enterprise 

software will start adopting a clean Omnibox approach like its 

consumer software cousins. 



Tal Wenderow,
President & CEO  
Vocalis Health

AI will be the key to the effective 
non-invasive screening of COVID-19
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AI will be the key to the effective non-invasive screening of 

COVID-19 to help society safely return to normal 

functioning. Even with a vaccine available, it will take time 

for it to have its full impact. 

AI-based screening tools that can identify those at 

heightened risk of COVID infection will be needed to help 

manage populations, support a safe return to work, 

education, travel, and socializing.



Simon Dwight Keller,
CEO & Founder,
SDK Marketing

Automated AI pricing solutions in 
eCommerce can help reduce 
manual work relative to tracking 
your competition's prices
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In addition to managing catalogs, inventories, and taking care of 

customer buying preferences, as an online retailer, you must also 

know the best price for your products. Thanks to AI, e-commerce 

companies can provide the minutest detail possible to improve their 

business operations. 

With AI in e-commerce pricing, eCommerce companies use a certain 

statistical model, machine learning, and a host of other AI models to 

create algorithms that automatically identify price patterns from data 

and predict prices based on that information. Automated AI pricing 

solutions in eCommerce can help reduce manual work relative to 

tracking your competition's prices. 

Since e-commerce is a platform that stores customer information, 

hackers and cybercriminals are always looking for ways to steal that 

data. To prevent unauthorized access, artificial intelligence, and 

machine learning algorithms come together to mitigate the chances of 

fraudulent activities. 



Chris MacFarland, 
CEO at Masergy

AI will enable companies to 
increase productivity and 
enhance application performance
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AI gets real in 2021. Babies crawl, then walk, then run. AI-integrated 

networks are working through similar phases of maturity, now 

ready to take their first big steps. The end game is autonomous 

networking, which is a 100 percent set-it-and-forget-it environment 

that automatically ensures optimization and security.

In 2021, AI will enable companies to increase productivity and 

enhance application performance, creating better user 

experiences. For example, AI will automatically adjust networks so 

employees will no longer confront long downtimes or need to call 

IT about systems not working. The cost-to-performance ratio of the 

network will improve as AI removes IT teams' daily heavy lifting.



Cybersecurity would be the 
main concern for companies 
implementing AI solutions
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Conversational AI automation software such as voice assistants and 

automated note-taking tools are helping companies and their 

employees to improve innovation at work and focus on client 

requirements instead of spending hours on admin tasks. 

Cybersecurity would be the main concern for companies 

implementing AI solutions. Security breaches are common these 

days affecting hundreds of millions of people. Country-level 

regulations such as GDPR and China’s cybersecurity would play a 

key role in the future. 

Companies need to identify the right focus area and dataset 

required to apply AI solutions within the organization. 

Shilpa Sharma,
Co-founder & CEO at Flyte



Nikhil Govindaraj,
SVP Products at goMoxie

The next-generation of AI solutions in 
the online customer experience will 
not only deliver meaningful insights 
but also tee up the follow-up action
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The next generation of AI solutions in the online customer 

experience domain coming in 2021 will not only deliver 

meaningful Insights but also tee up the follow-up action. This 

will provide businesses with an unparalleled competitive 

advantage driving exponential value. For years, we’ve seen 

analytics systems that can improve a company’s 

understanding of their customer. But any form of action 

required organizational-wide alignment to apply.



Lihi Pinto Fryman,
CRO & Co-Founder at Syte

Brands that win will be the ones 
using AI to go beyond statistics 
and demographics-based 
personalization
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Until now, AI has been used to predict shopper preferences online 

and to personalize their customer journeys. However, following the 

recent eCommerce rush and the new bar it set for customer 

experience, that is no longer enough to win over consumers.

In 2021, the brands and retailers that win will be the ones using AI 

to go beyond statistics and demographics-based personalization 

and to actually incorporate both visual cues and real-time behavior 

and  context into their personalization models. This will create a 

new breed of AI-based ‘hyper-personalization,’ that will allow 

brands to not only understand a shopper’s unique aesthetic tastes 

but also how their current context might change that in any given 

eCommerce session.



Danny Pollack,
CEO at Bespoke Extracts

We’ll see a further increase in 
dynamic pricing software for 
eCommerce brands
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I think we’ll see a further increase in dynamic pricing software for 

eCommerce brands. Dynamic pricing allows you to increase 

revenue while staying competitive within your niche by gauging 

whether the price your offering on your products is optimized for 

the best possible profit while still maintaining a competitive price. 

The software provides insight into your competitors’ prices, your 

brands’ perceived value, market demand, and much more. Because 

it’s always analyzing data it ensures you’ll stay competitive 

regardless of what changes may occur. Additionally, it allows users 

to get very granular with their product data. Best of all it is easily 

implemented and the companies offering this type of software have 

great customer service/support.



Prasad Alluri, 
VP of Corporate Strategy
Micron Technology

The increase in AI means that its 
increasingly important that edge 
computing is near 5G base stations
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The increase in AI means that its increasingly important that edge 

computing is near 5G base stations. So soon, in every base station, every 

tower might have compute and storage nodes in it. And there are lots of 

startups that are focused on building edge data centers that look like 

transport containers that sit in metro areas to enable content-like your 

Netflix videos-to be closer to the consumption. We'll see the adoption of 

these edge data centers in the next few years, as enterprises and 

consumers look to tap massive amounts of data for insight and faster 

services closer to the source. 

In 2021, we will witness more usage of object stores, for storing 

structured and unstructured data, files, blocks, objects - all in one 

repository. AI's large data sets need proximity to where processing is 

happening. So, rather than viewing it as a large cold store, object stores 

are going to be able to do AI-type workloads, which means large sets of 

data can be accessed with high bandwidth and low latency. 



Sander Tamm,
Founder & CEO at E-Student

As online learning has exploded 
worldwide during the COVID-19 
pandemic, so has the potential for 
increased use of AI in the field
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As online learning has exploded worldwide during the COVID-19 

pandemic, so has the potential for increased use of AI in a variety of 

capacities in the field. My top prediction for the potential application of 

artificial intelligence in 2021 is that if the current scale of e-learning 

continues, AI will begin replacing human instructors in many courses. 

As the technology currently stands, there is no reason that AI cannot 

become the instructor for basic education in math or coding courses, or 

even in things more complex such as foreign languages. 

AI instructors would be COVID-safe, alleviate the teacher shortage, and 

cost far less. Intelligent AI tutoring systems and translators are already in 

use, so this is not a stretch. I suggest firms and educational systems 

approach AI with an open mind and consider the advantages it offers. 

There are many benefits to AI in e-learning, including cost savings, 24/7 

availability, customization, and the ability to simulate things like 

experiments that would be impossible to accomplish in a standard 

classroom. 
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