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Introduction

The consumer landscape changed dramatically in 2024 with global conflict, inflation-led economic uncertainty, a
divisive U.S. and other presidential elections, the transformative impact of Al across all areas of business and life,
growing distrust of media (social or otherwise) and more. These trends and events had a profound impact on con-
sumers’ lives and, not surprisingly, how they interact with brands. Closing out the year, it’'s more important than ever
for brands to meet customers where they are with meaningful experiences on the only device that’s an extension to
everyday life — the mobile phone.

2025 promises even more transformation, innovation and disruption to the brand-customer relationship — from the
proliferation of new marketing and social channels, soaring acquisition costs and plummeting referral traffic to the
opportunities and challenges arising from Al adoption. As customer expectations reach an all-time high, brands must
prioritize getting mobile-first customer experience right across all digital channels — on the web, in apps and every-
where in between.

Right can mean different things for different brands and different customers, but most will agree on a few core ideas:
seamless, unified experiences across all channels; value and convenience at every step in the customer journey; and

direct digital customer relationships rooted in transparency and mutual value.

But getting mobile-first customer experience right in today’s economy is hard to do. That’s why we’ve gathered insights
and predictions from 19 business leaders and experts about the opportunities and challenges facing brands right now.

Read on for key takeaways to shape how you connect with customers in 2025.

Get in Touch to Learn More
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CEO
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Consumers face increasing advertising, messaging and choices. The challenge
for brands is to deliver compelling, immersive experiences wherever customers
engage, while inviting them to share what they care most (and least) about. The
key, of course, is putting customers in control and demonstrating how data
they share benefits their experiences.

Customers’ expectations for quality digital experiences often go unmet as market-
ers struggle to react with real-time, personalized context wherever they interact.
The way brands should engage customers is by orchestrating both messages
and experiences from a common, real-time data set — seamlessly serving cus-
tomers and advancing them through the lifecycle in apps, on websites, within
physical locations and everywhere in between.

Get in Touch to Learn More
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The transformation in customer engagement, satisfaction and loyalty, powered

E ri k by the acceleration of Al and predictive analytics, will only gain momentum
. in 2025. What excites me most is how brands will harness Al while unlocking

H a I nes immersive shopping experiences through spatial computing, voice interfaces
and seamless omnichannel journeys. The key challenge will be balancing these

Exec. Director of Technology, Mobile Apps innovations with a steadfast commitment to data privacy, security and sustain-

and Emerging Technology
VML

ability. Brands that master this balance — delivering cutting-edge tech while
fostering trust — will rise above the competition and redefine the standard for

customer experiences.

Get in Touch to Learn More
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In 2025, marketers will focus on breaking down decision silos to deliver highly
personalized customer experiences. That means aggregating data across a
wide variety of sources and leveraging machine learning to pinpoint the best
channels for each CTA. We’ll continue to see a heavy emphasis on lifecycle for
selling, servicing and building loyalty. The barrage of mobile fundraising pleas
leading up to the 2024 U.S. presidential elections will caution marketers against
“batch-and-blast” on mobile. Consumers will continue to have high expecta-
tions of brands they invite onto their phones through apps, SMS and email.
Those with siloed strategies or lackluster personalization will see engagement
and permission plummet.

Get in Touch to Learn More
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Investment to unify data for the loyalty and marketing tech stacks will
triple. According to Forrester’s Q3 B2C Marketing CMO Pulse Survey, 2024,

But those days are numbered. Factors including eco-
nomic pressure to increase efficiency and consumers’ demand for continuity
across customer experiences will converge in 20256 and push loyalty and martech
together. Conventional wisdom says that eliminating redundant channel execution
across marketing and loyalty is low-hanging fruit, but the most impactful and
pragmatic opportunity lies with synchronizing data.

Forrester Research, Inc., “Predictions 2025: B2C Marketing,” October 21, 2024

Get in Touch to Learn More
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The need for first- and zero-party data will be more important than ever. In the

D u I race to advance personalization to individualization — effectively journeys of
a n Ie one — it will become increasingly important to continually collect customer

AC ke rma n data to fine-tune conversion paths and goal completion. First-party engage-

ment data won’t provide enough context alone. You will need to understand
customer sentiment, satisfaction, preferences and evolving interests over time,
collecting it in non-intrusive ways to optimize personalization and scale up
Al-powered journey orchestration and content creation.

VP, Product Management
Airship

Get in Touch to Learn More
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68% of consumers are unlikely to allow sites, apps or operating systems to track
their online data. 67% of these consumers will make exceptions and would allow

personal data tracking given the right incentive.

... Customer-centric practices that better meet customer needs
and expectations result in higher margins due to lower acquisition expenses,
increased revenue from new customers and increasing customer spend.

Gartner, Inc., “Gartner Five-Year Outlook: The Future of Digital Commerce in 2030,” by Mike Lowndes, Penny Gillespie,
Jason Daigler, Ant Duffin, Sandy Shen, Luke Tipping, Aditya Vasudevan, June 3, 2024

Get in Touch to Learn More
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Walled gardens are nothing new. Butthe walls keep getting higher, fortified by data

T deprecation and growing privacy regulations. In 2025, industry giants like Meta
O m and Google will continue to tighten their grip on audiences, keeping more
B u tta traffic on their pages while scraping content for large language models without

an equitable value exchange. The result: plummeting referral traffic and soaring
Chief Strategy & Marketing Officer acquisition costs.

Airship

Now more than ever, brands must prioritize direct customer relationships or risk
m being disintermediated. Data willingly and simply provided, and purposefully
solicited, will be key to unifying experiences everywhere customers choose to
interact — on the web, in apps and everywhere in between.

Get in Touch to Learn More
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In 2025, the high cost of disconnected customer experience will come into

- focus as businesses face self-perpetuating trends of rising customer acqui-

Je n n I e sition costs and declining organic search engine and social network referral
LeWiS traffic. By unifying experiences across apps, websites and channels, brands
can better activate and engage customers, gaining zero-party data to tailor inter-

Sr. Manager, Customer Insights actions that boost conversion rates, spend and frequency. Brands that succeed
Airship will be able to better track, prove and grow ROI. They will also boost their com-

petitive advantage with bottom-line savings of not having to repeatedly pay to
re-engage the same customers.

Get in Touch to Learn More
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Brands are struggling to keep pace with consumers’ rising expectations for seam-

less, unified experiences. In 2025, they have the opportunity to bridge siloed
Steve channels, teams and data streams and deliver more contextually-connected
Ta n experiences and journeys, driving sustained loyalty and greater customer life-

time value. Al will be a key part of this process, helping to continually optimize
VP & General Manager, EMEA / APAC experiences for customers and unlock new efficiencies for businesses.

Airship

Get in Touch to Learn More
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2025 will be the make-or-break year for apps when it comes to using Al. App
TO m as customers will no longer settle for empty promises — they’ll demand real value,

like smarter personalization, voice and visual search and tailored experiences.
Caffe rata Apps that rely on Al buzzwords without delivering tangible benefits will quickly

lose credibility. The focus will shift to solving real problems. In-app use of Al
Director, Product Management must prove its worth to individuals, or risk being seen as hype that erodes trust
TomTom and willingness to share the zero-party data necessary for better experiences,
whether Al-powered or not.

Get in Touch to Learn More
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We’ll see a breakthrough in Al-enabled mobile apps soon, with ChatGPT’s ad-

D afyd d vanced voice mode potentially paving the way for assistant/teacher/coach apps

that fit in your pocket. The West might also see a super app emerge. Businesses

LeWi S that didn’t invest in keeping up with competitors’ features, functions and CX
might find the gap in 2025 can no longer be ignored and will need to invest
Marketing Technology - CRM & CX heavily and quickly to catch up. Meanwhile, movements to protect children from

Kindred

digital addiction will gain momentum, and possibly even drive new legislation.

Get in Touch to Learn More
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SVP, Technology
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Generative Al, predictive Al and no-code experience creation are coming together
to finally allow marketers and product owners to take more ownership over the
end-to-end customer experience. By bringing greater speed and scalability to
customer insights, decision-making and content creation for cross-channel
journeys and web and app experiences, trailblazers will spark a marketing re-
naissance in 2025. Personalization and experimentation will extend far beyond
targeting and messaging to individualizing customers’ digital experiences without
requiring developer resources. Collectively, this shifts marketing’s decades-long
focus on gaining customers’ attention and then hoping for the best to take an
active role in boosting conversion and growing customer understanding.

Get in Touch to Learn More
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Many CMOs are intrigued by genAl’s potential for reducing labor costs and
agency fees. ... However, when marketers look beyond productivity, they can
use genAl to increase their business growth and ROl with improved personal-
ization and customer experience — and they will join the 36% of US B2C mar-
keting executives whose objective is using genAl to improve the effectiveness
of marketing content. Successfully implementing and scaling genAl across
marketing requires advancing your team’s Al maturity.

this task involves managing
change, upleveling employees’ skills, and providing a structure and processes
for genAl use.

Forrester Research, Inc., “Advance GenAl Marketing From Pilot Projects To Proficiency,” February 21, 2024

Get in Touch to Learn More
© 2024 Airship Group, Inc. All rights reserved. 16
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Last year, Al took everyone’s imagination by storm and now functional teams
Vi rgi n ia across businesses have rapidly adopted its power to accelerate work to be

Llewellyn

done and provide analysis and insights that would have taken exponentially
longer without it. To avoid very real risks and optimize business results, profes-
sionals across teams must be involved — always iterating, fine-tuning and over-

Chief Legal Officer seeing Al output. In 2025, the most successful companies will deepen use of
Airship Al across all facets of their business, driving higher utilization and greater

business growth by freeing employees up to focus on more value-based and
m creative efforts rather than considering headcount reductions.

Get in Touch to Learn More
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By 2031, over 99% of organizations will have deployed advanced technology
to increase employee productivity and work quality.

nor how digital
transformation itself impacts employee happiness. These organizations are at a
grave risk of falling into a state of digital dystopia.

By 2035, digitally savvy CHROs who prioritize delivering digital happiness will
outperform other organizations in meeting business objectives through reduced
voluntary attrition of high performers. They will also see greater return from digital
transformation investments due to increased user acceptance and adoption.

Gartner, Inc., “Maverick Research: The Pursuit of Digital Happiness,” by Sam Grinter, Trevor Keavney,
Nicole Paripurana, August 12, 2024

Get in Touch to Learn More
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Businesses will adopt generative Al to create real-time audience interactions
P' t through an automated mix of personalized formats — such as in-app content,
Ie ro advertisements, surveys and push notifications — to attract customers’ atten-

La m be rt tion and nudge them to interact in real time.

VP, Product Management Case in point: multiple variations of the same push notification message each one
OneFootball tailored uniquely based on the user profile, all in real time with minimal human

intervention.

GenAl will tailor messaging and offers to individual users at scale, thus ensuring
the brand’s content is always relevant and valuable.

Get in Touch to Learn More
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DEITE)

Nguyen

VP & GM, Account Management, Americas

Airship
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Al-powered hyper-personalization is going to change the game for mobile
marketing, creating super tailored experiences based on real-time customer
behaviors, rich profiles and predictive models. With more focus on context —
things like location-based targeting and in-app interactions — businesses can
boost engagement and loyalty with more relevant content, offers and recom-
mendations. Advanced algorithms and GenAl will handle the data crunching
and content creation to make these personalized experiences at scale possi-
ble, leaving time-consuming and tedious marketing tasks behind. If companies
want to keep up, they’ll need a strong foundation of data, experimentation and
goal-setting to ensure Al optimizes both immediate conversion and long-term
customer relationships and value.

Get in Touch to Learn More
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Frederique
Dukan-
Perignon

Chief Growth Officer

France TV
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Brands need to keep up with the ever-increasing evolution of mobile, and
continue to put users and the security of their data at the heart of their thinking.
Offering a seamless experience between different devices, a highly relevant
and personalized service proposition and more interactivity in real time, while
working on the accessibility and environmental impact of services, will be the
challenges to be met over the coming months to respond to societal issues.

Get in Touch to Learn More
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Michael
Lavoie

Chief Solutions Officer
Airship
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The rising costs for customer acquisition and budget pressures of 2024 have
forced marketers to be smarter with their strategies and technology invest-
ments and drive efficiency. While the cost of customer acquisition will contin-
ue to rise in 2025, budget pressure is likely to subside allowing marketers to
leverage their newly developed efficiency to orchestrate journeys across digital
destinations. Understanding how customers interact with a brand across digital
destinations and devices will be an integral part of increasing engagement
through crafted journeys that meet the customer where they are.

A

Get in Touch to Learn More
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Jean-Philippe
Godement

Head of CRM, B2C
AVIV
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2025 could finally bring a better user experience between mobile apps and
websites. From the marketer’s point of view, the forced GA4 migration will finally
bring the same KPIs to measure our users’ experience. But we’ll still need to
unify devices with a common identifier, and explain to users what the real bene-
fits of sharing their personal data are and how easy it is to do so. As a wise man
once said: “Experience is the new brand.”

Get in Touch to Learn More
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Following the initial launch of Apple’s “Spatial Computing” platform, it’s clear
a new experience paradigm is on the horizon. Looking back at world-shifting

Ra m Sey technology like the home computer or the smartphone, it took time to find the

Ka i I right balance of technology and cost. Expect lighter and cheaper headsets with

better battery life to start arriving in the next few years. That’ll bring the condi-
VP, Technical Solutions tions necessary for the mixed reality ecosystem to flourish, bringing immersive
Airship experiences to the masses and new ways for brands to gain attention and propel

customer relationships and business results to the next level.

Get in Touch to Learn More
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Bertille
Bourrel

CPO Mobile Apps
AirFrance KLM
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In 2025, mobile customer engagement will be transformed by conversational
Al, tailored services and the integration of AR/VR content to provide increas-
ingly immersive experiences. It will no longer just be about responding to user
needs, but about anticipating their expectations in a mobile context with all the
technical constraints that this entails. The key to sustainable engagement and
cultivating long-term relationships with customers lies in the ability to anticipate
their demands through a seamless, simple and effective experience.

Get in Touch to Learn More
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In 2025, loyalty programs will radically transform. Transactional loyalty will

become obsolete as consumers seek meaningful, personal interactions. Brands
Ja mes will shift from points-for-purchase models to creating emotional connections
R i eSS through loyalty moments integrated with the customer experience and lifestyle.
Driven by Gen Z and millennials who prioritize authenticity over transactional
SVP, Loyalty & Messaging rewards, loyalty will embed into every touchpoint, from personalized recom-

mendations to seamless omnichannel experiences. Companies that fail to adapt
will find their programs irrelevant, as customers gravitate towards brands offer-
ing genuine engagement and emotional fulfillment through integrated, holistic
experiences.

Get in Touch to Learn More
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Since the dawn of mobile apps, Airship has helped our customers create innovative mobile customer experiences.
We delivered the industry’s first push notification and first in-app message. Then we powered the first mobile wallet
boarding pass, now the digital norm for travelers. We enabled the first commercial use of Live Activities on the day it
was launched by Apple. Most recently, we launched the world’s first no-code native Experience Editor for app and web,
enabling marketers and product managers to engage with customers wherever they are and get work done in minutes
instead of months without ongoing developer support.

Today, the Airship Experience Platform provides an end-to-end solution for unifying experiences across channels and
capturing value across the entire customer lifecycle. It starts with Airship’s market-leading app store optimization (ASO)
solutions that promote app discovery and downloads. Then our Al-powered journey orchestration, content creation and
experimentation solutions kick in — all no-code and highly flexible. Customer-facing teams can quickly design, deploy
and iterate cohesive in-session experiences on the web and in the app. The result? Deeper customer engagement, better
conversion.

When it comes to helping brands get customer experience right in a mobile-first
world,

Get in Touch to Learn More
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