
Autonomous technology can create 
a user experience that is so fluent 
and adaptive, it’s almost not 
experienced anymore

Still a fraction too much friction? The fully 
autonomous user experience is closer 
than you think. Tapping into the Internet 
of Things and omnipresent data, AI 
systems can be contextually aware of 
surrounding physical environments, as 
well as of the emotional states of the 
humans that are interacting in it. 
Intelligent, automated and individualized 
decisions and actions can remove 
bottlenecks and steps in a process – if 
indeed a process is still needed. The 
ultimate user experience is an almost 
psychic, ‘no user experience’. It has  
systems, intelligence, data and devices  
that morph themselves proactively and 
fluently  around the intentions of the user 
- no questions asked.

No 
Friction

WHAT
n  Frictionless user experiences are in a way the pinnacle of 

breakthrough technologies coming together: omnipresent and 
shared data, Artificial Intelligence, Immersive technologies, 
the Internet of Things, and intelligent automation.

n  As these systems become capable of carrying out complex 
tasks, anticipating our deepest intentions and understanding 
our context in real-time, it paves the way to greater freedom to 
pursue enhanced safety, less drudgery and more simplicity.

n  Frictionless experiences seemingly appear to ‘happen’. Technology 
combines individualized preferences, behaviors and propensity 
models at scale and speed, in micro real-time to simplify experiences.

n  Trust by design is a foundation for No Friction user experiences, as 
personal data is the key to contextualization and personalization.

USE
n  New immersive experiences combine physical and digital touchpoints, 

enabling value to be automatically delivered at the right time and 
right place, both digitally and physically.

n  Autonomous and frictionless technology can simplify life 
management across eight major categories, including: career and 
business, finance and wealth, friends and family, fun, recreation and 
entertainment, health and fitness, love life, personal and spiritual.

n  The dawn of autonomous finance is here, with new solutions 
automating everything from everyday banking to wealth 
management.

n  Food manufacturers use IoT and micro-consumption to understand 
consumer preferences, reducing food waist and ensuring the right 
food is available in relation to regional tastes, made in a sustainable 
manner with organic ingredients, delivered via drones that replenish 
when you need it, aligned to your personal taste and values.

IMPACT
n  The simpler experiences become, the more invested 

consumers are in the brands that offer them, locking into 
ecosystems of providers that support their values, driving 
loyalty, monthly subscriptions, ongoing use and upselling.

n  Opted-in subscriptions to services and innovative dynamic pricing 
models allow brands to offer micro value, maintaining customer 
satisfaction and receiving payments in micro real-time.

n  Brands shift to separate API-fed service ecosystems that support 
their products more efficiently, becoming not only technology 
companies, but incredibly efficient logistics and service companies.

n  Short, low-touch and even ‘hands-free’ customer experiences are 
valued as more secure, especially in social distancing situations.

TECH
n  AI: Microsoft AI Platform and Azure AI, Google AI Platform, AutoML, 

AWS Machine Learning
n  API management and micro-services: Microsoft API Management, 

Mulesoft, Google Cross-Cloud API Management Platform, AWS API 
Management

n  IoT: Microsoft Azure IoT Platform, Google Cloud IoT Core, AWS IoT
n  XR (VR and AR): Unity, OpenXR, Microsoft Mixed Reality, Google 

ARCore, AWS Sumerian

Andreas Sjostrom
Expert in Residence

read the full report here

The information contained in this document is 
proprietary. ©2021 Capgemini. All rights reserved.

https://www.microsoft.com/en-us/ai/ai-platform
https://www.googleadservices.com/pagead/aclk?sa=L&ai=DChcSEwiFuLGs6PLsAhUThtUKHa61BeMYABABGgJ3cw&ae=2&ohost=www.google.com&cid=CAESQeD2Ww-qfPBJlLA-Lc6o8uL6XKhpvEHuCTUvyp1bLRmRcYZceQVYA3Uwjxcpbt97GMPCYCiSbUF9pI0ld7MOxzIc&sig=AOD64_1VCOcjbtXfdLuEcz8HFoXRzJ_75w&q&adurl&ved=2ahUKEwj816ms6PLsAhVSlFwKHWIjCHEQ0Qx6BAgUEAE
https://cloud.google.com/ai-platform
https://cloud.google.com/automl
https://aws.amazon.com/machine-learning/
https://azure.microsoft.com/en-gb/services/api-management/
https://www.mulesoft.com/
https://cloud.google.com/apigee
https://aws.amazon.com/api-gateway/api-management/
https://aws.amazon.com/api-gateway/api-management/
https://azure.microsoft.com/en-gb/services/iot-hub/?&ef_id=Cj0KCQiAy579BRCPARIsAB6QoIbG0h8_TjTe6sY8xXyKNc_Tpf9s2rKZu503pLnTcrMNUZi63ZT7rnEaAjQeEALw_wcB:G:s&OCID=AID2100128_SEM_Cj0KCQiAy579BRCPARIsAB6QoIbG0h8_TjTe6sY8xXyKNc_Tpf9s2rKZu503pLnTcrMNUZi63ZT7rnEaAjQeEALw_wcB:G:s&dclid=CjkKEQiAy579BRD6nLq767bKwLMBEiQAWM_CcQrDyvpZZFUOdgBCLGiDuwh44qxpQVyWsWbVqpMu3Zfw_wcB
https://cloud.google.com/iot-core
https://aws.amazon.com/iot/
https://unity.com/
https://www.khronos.org/openxr/
https://www.microsoft.com/en-us/mixed-reality/windows-mixed-reality
https://developers.google.com/ar
https://developers.google.com/ar
https://aws.amazon.com/sumerian/
https://www.linkedin.com/in/andreaswsjostrom/
https://www.capgemini.com/technovision-2021-technology-trends-in-business

