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Meet Dawn
Get to know the customer of the future



Anticipating the future is perhaps the most 
challenging and bold endeavor.

Artificial intelligence, automation, virtual reality, genomics, distributed ledger 
and other technologies are coming at us at an accelerated pace. With them 
have come fundamental questions upon which the future of businesses will 
rest. Where will people give over control to machines? How will business 
designs need to change? What will tomorrow’s basis of competition be?

In response, Lippincott has carried out a breadth of work across industries 
that looks over the horizon to provide a more vivid picture of the change 
ahead. Customer of the Future reflects learnings from our work — in 
automotive, retail, healthcare, banking, insurance and consumer goods — 
anticipating how customer needs will change, and how our clients’ strategies 
and business models must respond.

We unearthed six fundamental shifts shaping the customer of the future, or in 
our case fictional Dawn, by researching and synthesizing the findings from 
two primary inputs:
• A proprietary database of innovative business designs: We built and 

analyzed a database of pioneering businesses disrupting how we live our 
lives. As the database grows, we continue to study the technologies these 
businesses have been developed on, the effectiveness of their new  
value propositions, and the novel business designs and profit models  
that are emerging.

• An ongoing study of the behavior of thousands of leading-edge 
consumers: We built panels of early adopters and influencers across  
North America, Europe, Latin America, Asia and Africa, looking for clues  
as to how their attitudes, desires and behaviors are evolving in the face  
of change.

For any given industry, the insights we’ve gleaned can address very specific 
questions. But we are also seeing much bigger patterns emerge.  
Dawn’s story is not about any specific technology. It is the story about  
what happens when technological trends meet human truths.

We hope you enjoy it.

How we met Dawn



Meet Dawn

She doesn’t know how to drive,  
but she drives all the time.

She’s never been to the doctor’s office,  
but she visits her doctor every week.

She never logs on, but she’s always online.

She’s always shopping, but never in line.

She’s never once been “lost.”

Her T-shirt is connected to the internet.

Her tattoo unlocks her car.

Her manager is a robot.

Meet Dawn: 
an average  

25-year-old  
in the not-so-
distant future.

Introduction
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This is not science fiction, nor is it even a particularly bold 
perspective on technological influence. It’s a sketch of a not too 
distant future full of significant disruption. These technology 

changes won’t just change the customer experience, they’ll 
change how the world works — how people connect, create, 

escape, accomplish, work, unwind, understand, stand out, fit in, 
get smart, get well, get money and simply live. 

THE PROFOUND CHANGES AROUND THE CORNER  
RAISE CRITICAL QUESTIONS: 

What do we need to do differently to meet  
the needs of the customer of the future?

How will our value proposition and business 
model need to change?

How do we stay relevant to Dawn?

Machine 
learning 

Speech-to-
speech IoT

Ubiquitous 
sensor 

networks 

Wearables

VR/AR
Blockchain

Autonomous 
vehicle

5G

Advanced 
analytics

Biometrics

3D printing

Bioprinting

Micro data 
centers

Natural 
language

Affective 
computing

Drones

TECHNOLOGIES PREDICTED TO GET  
TO SCALE IN THE NEXT 10 YEARS
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Fully 
ubiquitous 

internet

Li-Fi

IoT

Biochips

Genomics

Smart robots

almost every field to agree that we’re in the midst 
of remarkable change not seen since the Industrial 
Revolution. And by its very connected nature, this 
revolution hits faster and reaches further.

During times of profound change, we seek solace 
in specifics. The big questions are daunting so 
we answer the small ones: When will 5G internet 
launch? When will driverless cars arrive? What jobs 
will robots replace? What contracts will blockchain 
replace? The answers to these questions are 
important. They add dimension, create urgency 
and provide a fact base. But honing in on individual 
technologies can be dangerous (we’re often wrong) 
and can prevent us from seeing the bigger shifts. 
Staring at the trees we miss the forest; staring at 
the tech we can’t see the revolution. 

Looking at the arc Of technology, though, we 
can be confident certain shifts will continue.
We’ll know more (from artificial intelligence, 
genomics and smart devices) and we’ll share 
more (from stories on Instagram to homes on 
Airbnb). We’ll automate more, monitor more  
and customize more. We’ll get faster, more 
flexible and more connected (at least digitally).

We’re confident these shifts will occur. Why? 
Because they’re led as much by fundamental 
human needs as they are by new technologies. 
Humanity has an innate motivation for connection 
and belonging, which explains why we use one-
third of our online time on social media. We seek 
power and control, which propels the tech-led 
movement toward co-creation and customization. 
Our drive for achievement underpins our desire to 
know more through artificial intelligence. Amidst  
dizzying change, our fundamental human needs 
stay the same. They’re the same human needs that 
economists and psychologists have been pointing 
to for decades: connection, belonging, power, 
control, achievement, security, validation, creation, 
efficiency, freedom, pleasure, self-actualization. And 
when combined with technological advancements, 
they steer us to profoundly new behaviors.

The story we are telling is not about any specific 
technology. This story is about what happens 
when technological trends meet human truths.

I was told there’d be jetpacks

T he realm of prognostication is rife 
with overpromising. However, the 
current confluence of colliding and 
interconnected trends leads experts in 

I was told there’d be jetpacks
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I was told there’d be jetpacks
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I was told there’d be jetpacks
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The daunting news:

It’s a time of  
unparalleled change.

The reassuring news:

Change is happening 
in predictable patterns 
to people who will have 
predictable reactions.

The exciting news:

For innovators,  
there has never been  

this much opportunity.
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Six major shifts
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Six 
major 
shifts
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The underlying forces enabling our 
future fit into six major shifts propelled 
by fundamental human needs. On the 
following pages, we describe each of these 
shifts and its influence on customers. To 
bring the trends to life, we follow Dawn, 
our fictional customer of the future, who is 
making the most of these new capabilities. 

As business leaders, we are not just  
part of the future — we are creating it.  
The winners will be the ones who create 
with the customer of the future in mind.
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The pursuit of freedom may be the most 
consistently powerful urge of them all, and 
technology now allows us to untie many 
binds. Fixed acquisitions that once anchored 
us (jobs, contracts, mortgages) will soon flow 
with us. The world of one job, one house and 
“my” things will be replaced by the flexibility 
of constant connectivity and new models of 
work. We’ll have our assets and freedom, too. 
In a world prioritizing access over ownership, 
optionality is the new stability.

1
A life in flow

A life in flow
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A life in flow
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Our lives will become increasingly de-located.
Wi-Fi, Li-Fi, 5G and changing norms allow us to 
de-locate tasks and complete anything from 
anywhere: work from the car, visit a doctor from 
home, join the family dinner from a hotel. Due to 
smart sensors, massive data centers, wearables 
and connected devices, the internet will be much 
like electricity — a constant, ubiquitous current 
throughout our lives, nothing we “log on” to, just 
something that’s always on. Retail will become 
an almost blink-and-buy experience seamlessly 
embedded in our lives. Consumption will be 
frictionless and immersive.

Flexible models of work will be the norm.
Artisans work through Etsy, artists through 
99designs, consultants through Catalant, 
programmers through Topcoder, and everyone 
else through Upwork. Participation in this online 
platform economy has grown 47 times from 2012 
to 2015, and experts predict it will continue to 
grow exponentially. New flexibility means income 

streams will become irregular as more and more 
workers trade the consistent corporate salary for 
the vicissitudes of 1099 forms. Moreover, even 
those with traditional careers will experience the 
enhanced flexibility (and constant demands) 
inherent to connectivity.

Ownership will yield to experience.
We’ll increasingly access assets through peer-to-
peer sharing, co-ownership and on-demand rental. 
What used to be symbols of success — a home 
with a new car in the driveway — may be viewed as 
burdensome assets. Yesterday’s American Dream 
becomes freedom’s encumbrance in a world that 
prioritizes efficient mobility. In the future, we’ll 
pay for usage, not possession. We’ll connect and 
consume through peers as much as institutions. 
These collaborative markets mean consumers 
will contribute, create, gift, regift, recycle, donate, 
lend, loan, localize and customize in a direct way 
that requires a networked platform but often 
subverts a traditional institution. 

The percentage of the 
workforce that could be 
participating in the gig 
economy by 2020.

The percentage of international 
survey respondents willing 
to share assets like tools, 
electronics, homes and services.

The year most experts believe 
the first implantable mobile 
phone will be available.

40% 68% 2023

Where is the world headed?
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A life in flow
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Dawn’s life depends much less on dedicated 
spaces. She shops anywhere, anytime. She can 
access the world from her home and her home 
from the world, so traditional delineations between 
home, work and travel blur. “Home” means 
something fundamentally different, as a portable 
lease replaces a 30-year mortgage. 

She pays for usage, not possession, trading the 
status of ownership for flexibility and optionality. 
She shares any high-value asset that frequently 
sits unused (a car, a lawn mower, a piece of art). 

She shuns anything that breaks the “flow” of her 
life: anything she can’t do from the comfort of 
her connected home (she trades doctor visits for 
telemedicine), any experience that demands a 
special trip (no checkout counters for Dawn), any 
purchase that ties her down (no house, no annual 
gym membership), and any job that tells her when 
and where to work instead of just providing the 
platform to access work. She doesn’t report to one 
employer, but works up to six gigs in a given day, 
applying her talents where they fit best.

Her life is in constant flow. 

How will Dawn respond?

She’ll gain freedom:  
the flexibility of mobility and the  

opportunity of access
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A life in flow
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This flexibility and fluidity usher in unprecedented 
independence, access and opportunity — but 
also complexity and insecurity. Dawn wonders: 
How do I manage all these options? Where will 
the next paycheck come from? She has new 
needs as an enterprise of one without the support 

of a traditional employer; she must assume the 
responsibilities of a corporation (sales, service, 
accounting) and has mounting pressure to keep 
her ratings and digital reputation up so she can get 
new gigs. She battles increasing demands to be 

“always on” in her professional and personal life.

… but also uncertainty:  
will she have enough?

Today, Dawn wakes up in Miami. She pays weekly 
rent to Roam so she can bounce between 
communal living spaces whenever she wants.  
She has few possessions — and she likes it that way. 
Armoire sends her a new wardrobe every month, 
and if she ever needs a steamer or a suitcase, 
Peerby points her to a neighbor who owns one. 
She chooses experiences over things. Her career 
is made up of short-term gigs from Catalant, 

where she freelances as a consultant. Each project 
rewards her with new skills, perspectives and 
connections. If money’s tight, she walks dogs 
with Wag! or drives with Lyft using a car she 
co-owns with her Roam-mates. Her life comes 
with some uncertainty,  but Peers.org gives her 
the health benefits she needs and Even helps her 
smooth out her irregular income.

(a future-oriented scenario 
built exclusively from 
companies operating today) 

It’s already  
happening
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If history is any guide, in the battle between 
privacy and sharing, never bet against likes. 
We crave connection, and we trade a lot to 
get it. In the future, we’ll increasingly be 
tracked — and track ourselves — but we’ll 
also reap greater and greater benefits of social 
connection, quantified performance and 
personalized recommendations. Advantage 
will go to the open.

2
Transparent existence

Transparent existence
14
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Transparent existence
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We’ll live amidst continual monitoring.
From smart watches to smart refrigerators to 
smart city grids, a web of sensors will track our 
every action. Our wearables will know if we 
need more calcium, our refrigerator will know 
if we need more milk, and our car will know the 
cheapest place to pick it up. These consumer 
products know more because they watch more. 
We will live a monitored life, with expanded 
control, more information, a quantified self  
and cataloged memories. But will this culture  
of surveillance render privacy a privilege? Or  
an illusion? 

Social experiences will dominate.
We’ll have an expanded willingness to share all 
of life’s moments — merging public and private. 
Social platforms will make sharing easy, and 
benefits like lower premiums, product discounts, 
and simply a broader sense of belonging will flow 
to those who are willing to share their data. Sharing 
will give us access (think: jobs that require social 
influence) and save us money (think: discounts 

for always wearing your seatbelt). We’ll make 
choices and purchases with one eye toward what’s 
share-worthy, always striving for connection and 
personalization. 

Sharing and monitoring will increase demands 
for accountability and transparency.
When all can be shared, it will be suspicious 
if it’s not. And when all can be tracked, we 
will demand transparency. This heightened 
visibility will lead to a rise in ratings. Every 
brand we consider will have a score. And we 
will have more scores — sustainability scores, 
skill scores, stress scores, sense of humor 
scores. We’ll use scores to pick products, 
partners, companies and spouses, demanding 
that we see inside our choices before we make 
them. The rise of blockchain technologies, 
which have seen a 726 percent increase in 
global venture capital funding over the last 
two years, brings a distributed ledger that 
allows for mass verification and fundamentally 
demands transparency.

The amount GE estimates 
that Internet of Things 
technology for industry has 
the potential to add to global 
GDP over the next 20 years.

The percentage of cars that 
will be connected to the 
internet by 2020.

90%

Where is the world headed?

The number of people, out 
of 380, who were willing 
to give their fingerprints to 
experimenters in exchange 
for a free cookie.

117
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Transparent existence
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Dawn’s defaults are set to public. A preponderance 
of her life’s moments are meant to be shared. 
She stays in closer touch with friends and 
social experiences occupy an ever-increasing 
prOportion of her life. She has an instantly 
searchable record of every picture she’s ever 
taken and every memory she’s ever made. 

She resists anything that demands unplugging. 
Why shut out social connection? Sure, every once 
in a while she goes on a digital detox, but just 
recently she bought a driverless car mainly so she 
could keep texting on her commute. 

She doesn’t make any decisions without getting 
them crowd-verified, asking the friends in her 
social network what dress to buy or a panel of 
doctors what pain reliever to pick. 

Everything she interacts with knows her. She  
feels like she’s being watched, but it’s a trade-
off she’s willing to make given how much more 
convenient it is when her apartment, her co-
working space, even her tennis shoes remember 
and predict her preferences.

She doesn’t trust any company that asks her to. 
She trusts transparency, and she demands that 
her contracts and valuable items are registered  
in the distributed ledger.

She lives a transparent existence.

She’ll gain connection:  
the openness that enables belonging and support

How will Dawn respond?
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Since everything’s tracked, she’s pretty anxious 
about performance, trying to increase her 
sustainability score, her fitness score and her 
emotional connection score. Since much of her  
life is visible, she’s more anxious about approval, 
often wondering if she’s spending her leisure 

time right or if her crowd will like the shows she’s 
streaming. She makes a lot of decisions with one 
eye toward what will go over well on social media. 
She feels very socially connected, but this visible life 
also amplifies anxieties as she constantly compares 
herself to her friends’ very visible  best selves.

Transparent existence
17

… but also anxiety: 
how do people perceive her?

Dawn wakes up to the soothing alarm of her 
Sleep Cycle, which wakes her at her lightest sleep 
phase. Her Fitbit incorporates her Sleep Cycle 
data into the amount of exercise she should 
get for the day. The data is sent to her health 
insurance provider to determine if she qualifies 
for a discounted rate. When Dawn reaches for 
her toothbrush, her toothbrush holder detects 
the motion and triggers her coffee machine to 
begin brewing. As Dawn brushes her teeth, her 
toothbrush sends health data to her dentist, and 
she scrolls through her Facebook Live feed to 
get a glimpse of her friends’ lives from around 
the world — a bad habit she’s trying to kick, as 

it only increases her own insecurities. She gets 
an alert from Sensus, which notifies her that 
electricity pricing on her smart grid will peak over 
the next two hours. With one tap, she switches 
all her electronics to low-power mode. Dawn 
never interacts with products or services that 
receive 3 stars or below on review platforms like 
Zocdoc, Amazon and Angie’s List. She chooses 
everything — from her health insurance to her 
coffee maker — because of their 4+ star ratings. 
She sits down at the kitchen table and sends a 
quick Snapchat of her top-rated coffee to her 
friends, opens her laptop and starts working.

It’s already  
happening
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Omnipotent individual
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From tribes to teams, our drive for power has 
dictated behavior for centuries. Technology 
will give us new opportunities to wield 
power in line with our personal preferences. 
Production will be personalized to the unique 
wants of controlling, empowered consumers. 
Consumption will be a customized act of co-
creation. We’ll wield deity-level authority over 
our lives and use that power to make and 
modulate everything from our homes to our 
jeans to our genes.

3
Omnipotent individual
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Much customization will be automatic, as our 
connected devices intelligently learn our tastes 
and preferences, enabling smart purchases and 
emotionally responsive environments. We’ll be able  
to control our smart things anywhere, anytime. 
Our homes will know us by our heartbeats and will 
adjust temperature, entertainment and art based 
on our stated and imputed preferences. Stores 
will change displays based on a simple customer 
scan, making in-person interactions as adaptive as 
the Amazon home page. We’ll increasingly expect 
technology to form an intelligent, adaptable 
ecosystem around us.

Products will automatically adapt to us.
Our jobs, homes, healthcare and devices will 
aggregate data across sources for better, customized 
recommendations and outcomes. Biometrics and 
sensors will measure our changing emotions and 
well-being, understanding how a past purchase 
improved us (or didn’t). Product recommendations 
will take into account the whole you, the future 
you and data from people like you. Prices will be 
personalized based on on-demand measures like 

individual willingness to pay and supply measures 
like local stock availability. Credit scores and generic 
star ratings will seem impersonal and antiquated. 
Personal values will drive decisions  as big data 
enables the control knobs for decision-making to 
become increasingly customized. Medicine will 
get more personalized, and genomics will allow 
targeted control over health outcomes. 

Modularity, mixing and customization will 
become the expectation.
This era of options marks the end of standardized 
experiences. Endless customizability implies 
and invites participation and self-expression. 
Standard will simply be the starting point as we 
increasingly craft our own world through control, 
customization and creation.

In 2016, the cost to sequence 
your entire genome. In 2001, 
it cost $100 million. In 2006, 
$25 million.

The percentage of all data 
that is ever analyzed and used.

$1000 0.5%
The amount of time it takes 
the volume of global data  
to double.

The amount of new information 
that will be created every 
second for every human being 
on the planet in 2020.

1.2yrs 1.7MB

Omnipotent individual
19

Where is the world headed?

We’ll live in environments of  learned customization.
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Omnipotent individual
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Dawn controls more than ever — even automatically. 
She steps in her car and it already knows where 
she’s going. She opens her messages and only 
sees what’s important. Her meal is made and 
delivered in the perfect portion. 

She saves a lot of time at home and at work 
because of how personalized her environments 
are. It makes her feel special, too, walking  
around in her own connected kingdom. 

She has high expectations. She knows she is 
tracked, so she expects to be understood and 
even anticipated. Products should be tailored to 
her. She hates what’s mass-produced and only 
buys from big companies if what they make is 
adaptable or customizable. Every purchase is  
an opportunity for self-expression. And in a modular, 
mixed, made-to-measure world, Dawn only buys 
what’s exactly right for her. 

The world is hers, quite literally. The world she 
sees and experiences is made for her. 

She is the omnipotent individual.

She’ll gain power: 
control over devices, environments and outcomes

How will Dawn respond?
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Omnipotent individual
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With great power comes great responsibility,  
and at times Dawn feels overburdened by choice 
and decision-making. Since every environment, 
product and purchase can be perfectly tailored 
to her, she feels pressure to make sure every 

environment, product and purchase is in fact 
perfect. And if she chooses wrong, she feels  
a lot of regret because she knows the perfect 
choice was possible.

… but also fatigue: 
uneasy lies the head that wears the crown

Since Dawn plans to stay in Miami for six months, 
she’s chosen a smart apartment that will learn  
and adapt to her preferences. The screen on her 
Samsung smart refrigerator automatically 
tags its contents with the expiration dates and 
generates recipes and grocery lists based on her 
frequent purchases. Her Whirlpool laundry 
machine saves her washing preferences and 
automatically orders detergent when it’s running 
low (scanning every detergent brand each time  
to ensure she receives the lowest price). Her Echo-

compatible lights dim as they detect her mood, 
and her Nest Thermostat automatically adjusts 
the temperature based on her schedule. With 
custom-made clothing from Amazon, her clothes 
are always unique and perfectly fitted. Dawn 
expects everything to be precisely tailored to her, 
especially with all of the data she gives up. Even 
with her most recent loan, Kreditech considered 
20,000 of her data points (location data, Facebook 
statuses, call logs, etc.), to create a loan that fits 
her finances, lifestyle and needs perfectly.

It’s already  
happening
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On-demand everything
24

Our appetite for the instantaneous knows no 
bounds. Immediate access and automated 
task completion will make strides toward 
truly immediate gratification, and they’ll 
fundamentally change how we spend our time 
and what we expect from experiences. From 
printing in 3D to streaming in VR, we’ll have  
on-demand access to all our desires. We’ll  
tell our grandchildren: Once upon a time we  
had to wait.

4
On-demand everything
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Everything from entertainment to groceries 
will be available in an instant.
We will self-diagnose online instead of waiting 
for a doctor. Drones will deliver our purchase 
desires within the hour. The revolution will not 
be televised — it will be streamed and binge-
watched on an iPhone. Frontier consumers will 
be able to 3D print everything from headphones 
to dresses using open-source code and, more 
commonly, businesses will 3D print to keep up 
with consumer demands for immediacy and 
personalization. As a result, our expectations  
for immediacy will increase even more. In an era 
of adaptive devices, prediction will be expected,  
and right now may already be late. 

Repetitive tasks will be taken care of.
Today, for example, we can outsource work to 
TaskRabbit Taskers and Handy housekeepers. 
Tomorrow we may have in-home robots to 
streamline our lives even more. Grocery shopping, 
schedule management, writing, communication 
and much more may be taken care of by  
smart assistants that increasingly connect  
in traditionally human ways.

Like an employee climbing up the corporate 
hierarchy, humanity is getting a promotion,  
rising above the level that produces the work  
and toward the level that manages it.

The percentage of jobs in  
the U.S. that are “at risk” of 
being automated in the  
next 20 years.

47%
The number of self-driving 
cars expected to be on the 
road by 2020.

The time it took the Chinese 
company WinSun to 3D print 
10 houses in 2014.

The time it takes, at 5G 
speeds, to download the 
entire Simpsons series (600 
high-definition episodes). 

10M 24hrs 30min

On-demand everything
25

Where is the world headed?
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On-demand everything
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Dawn has less to do and more to oversee. 
Automated assistants and affordable outsourcing 
free her from menial responsibilities like grocery 
shopping, scheduling and writing thank-you notes. 
She could automate cleaning her apartment, but 
she finds the simple manual work cathartic, so 
she holds onto it. 

All this automation could free up time, but she  
finds ways to fill it with her career and the 
responsibilities of overseeing all the automated 
agents working on her behalf. 

If she likes something, she watches it all. The 
most important thing to Dawn is right now. She 
attends concerts virtually, on her own schedule. 
She’d rather 3D print a good cabinet shelf than go 
shopping for the perfect one. She trades accuracy 
for immediacy, self-diagnosing online instead of 
waiting for the doctor.

She lives an on-demand life.

She’ll gain efficiency:  
getting things faster, wanting more, managing more 

How will Dawn respond?
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On-demand everything
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Dawn gets everything faster, speeding up 
her hedonic treadmill, making her want more. 
Sometimes she’s nervous that things are 
happening too quickly or too invisibly. And there 
are three things she finds intolerable: Waiting, 
Boredom and Unnecessary Effort. 1) Waiting. She 
can’t stand buffering, so she’s certainly going to 
cut ties with any company or any experience that 
makes her wait. 2) Boredom. With the entirety of 

the universe’s entertainment collection available 
in an instant, her expectations for stimulation 
are astronomical. 3) Unnecessary Effort. She’s a 
hard worker, so she’s fine with effort — but it’s the 
unnecessary kind (like repeating information or 
going back and forth) that she absolutely cannot 
stand. Her thresholds for these nonstarters are 
getting lower by the minute. 

… but also instability: 
so much is happening automatically

Dawn takes care of her chores before she leaves 
the house. A few taps on her phone and she’s 
scheduled a TaskRabbit to write 27 personalized 
thank-you notes for the birthday presents she 
received last week; she’s asked Amy (her AI personal 
assistant from x.ai) to schedule a new business 
meeting with a prospective client; she’s sent her 
grocery list for Amazon Dash to deliver by end  

of day; she’s tweaked her preferences for Acorns 
to invest her savings more aggressively; and 
she’s sent an order into MakerBot to 3D print a 
toy for her niece’s upcoming birthday. So much 
to manage! But on the whole it saves her a lot of 
time — so now she just has higher expectations 
for how much she should get done.

It’s already  
happening
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Exponential intelligence
28

 We chase achievement. Any assist will be 
embraced. We demand understanding. 
Artificial intelligence will be here to help. In 
the future, not knowing will be unacceptable 
and nearly impossible. With constant access 
to the world’s knowledge base, we’ll know 
more than ever, shift whom and how we trust 
and change decision-making from a personal 
deliberation to a collaborative and connected 
feedback loop.

5
Exponential intelligence
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We’ll see a dramatic shift of expertise  
toward the wisdom of the crowd. 
We’ll trust diverse opinions over the individual 
expert. We see this already with easy access 
to synthesized knowledge. CrowdMed, Wonder, 
Kaggle, InnoCentive, Pass The Idea, and countless 
other digital-age crowdsourcing platforms 
democratize expertise in even the most 
sophisticated topic areas.

Artificial intelligence will help us make  
smart decisions.
Robots and intelligent devices will instantly interpret 
diverse information sources. A deep learning robot 
will be able to make all sorts of decisions:
• Find patterns in medical data to help doctors 

make smart diagnoses
• Pinpoint fashion trends by scanning what 

people are wearing at music festivals 
• Recommend city traffic patterns based on air 

quality and congestion
• Help teachers customize instruction based on 

individual students’ learning paces
• Learn what viewers don’t like about a TV ad 

that causes them to change the channel

Additionally, connected devices mean that AI 
can equip us with real-time recommendations 
incorporating remarkably personal measures and 
drawing on traditionally human variables (like 
emotion and desire). For example, AI will be able to 
intervene before we get a craving for unhealthy 
food or could help us craft a more persuasive 
sales pitch. AI is already mimicking us, as evident 
in Facebook’s AI chatbots, and beating us, as 
evident in Google’s Go champion. Its expansion 
will have profound consequences on our personal 
lives and business growth. 

Traditional education will get more accessible 
through democratized platforms and more 
open expertise. 
Udemy, Coursera and other massive online learning 
platforms expand knowledge’s reach. Open 
educational resources diminish the demand 
for costly textbooks and further democratize 
access. Dynamic learning modules adjust based 
on a student’s expanding skills, giving many the 
personal attention required to progress. The 
future will be created by many who are just now 
getting access to education. 

The accuracy rate of IBM 
Watson in diagnosing lung 
cancer (compared to the 50% 
average diagnostic accuracy 
rate for human physicians).

90%

Exponential intelligence
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The number of software 
projects within Google that  
used deep learning in 2015.

The year CPUs will reach 
the same level of processing 
power as the human brain  
(if Moore’s Law continues). 

2700 2025

Where is the world headed?
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Dawn knows everything. Or, she at least has 
access to the knowledge. She’s surrounded by 
artificial intelligence. An intelligent machine 
composes a first draft of the data analysis report 
she needs to complete. 

At one of her gigs, her hours are supervised by 
a “robo-boss,” who ensures she bills her client 
accurately. The robo-boss completes her data-
driven performance review, too. 

At home, an algorithm determines what show 
will be best for her to watch, based on her current 
mood, past favorites and friends’ preferences. 

She is surrounded by help in reaching certain  
life goals, like losing weight or saving money. If 
she goes off her diet, she’s given permission for 
her personal AI to step in (she just has to have  
the discipline to pay attention).

She’s always upskilling, as her career advisor  
calls it, taking virtual courses to keep her  
talents top notch. 

If she doesn’t know something, she’s also just a 
tap away from instant crowdsourced expertise. 
Surrounded by crowd wisdom, smart things, deep 
learning artificial intelligence, connected robots 
and accessible education, Dawn is living in an 
ecosystem of intelligence where her knowledge 
expands exponentially. 

She’ll gain achievement: 
more knowledge, more capabilities, more possibilities

How will Dawn respond?
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She’s a bit indecisive, though. She can’t make any 
decision without perfect information. She also 
has lingering doubts about whether or not she’s 
actually smart, or if she just knows where to get 
the right information. Either way, she has the right 
information, so she’s usually pretty confident in 

her decisions. And the world is getting smarter 
by the second, with machines learning from 
each other, data informing the future and huge 
portions of the global population now able to 
participate in education.

… but also self-doubt: 
what is she for?

Dawn finds a strange-looking bug bite on her 
right arm. She uploads a picture to CrowdMed, 
where an algorithm will aggregate and filter 
suggestions from hundreds of medical experts 
and generate a detailed diagnostic report. Now at 
ease, she continues her SQL coding course  
on Coursera. She knows from Watson, 

her AI-decision support assistant, that having 
the badge from completing a Stanford University 
Coursera class will up her prospects in the gig 
market by 23 percent. As her emotion-tracking 
wearable Feel senses her stress levels going up, 
it pings her Amazon Echo to start playing her 
favorite acoustic tracks.

It’s already  
happening
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Today, we speak of two worlds: Digital versus Real. 
This distinction will disintegrate and these worlds 
will merge. The expansion of augmented reality, 
virtual reality and digital identities will give rise to 
a synthetic reality. Like synthetic fibers or synthetic 
limbs, our synthetic reality will combine the natural 
and the man-made to enhance form and function. 

A person’s ultimate goal is “to become everything 
that one is capable of becoming,” wrote Abraham 
Maslow. Self-actualization shines atop his famous 
hierarchy of needs. We often view technology 
as at odds with our fundamental humanity. But 
technology widens what we’re capable of becoming. 
Our reality is enhanced by digital overlays, our 
world expanded by digital access, our identity 
broadened by digital connections. 

6
Synthetic reality
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We’ll live in immersive environments that 
drive collaboration, connection and empathy.
In 10 years, VR is on track to outpace the TV 
market in annual revenue, generating $110 billion 
to TV’s $99 billion. It will be easy and common 
to virtually live in someone else’s shoes. VR, the 

“ultimate empathy machine,” will allow us to feel 
the pain of a food bank or the distress of a refugee 
camp. We will turn that empathy inward, as well. 
Experiments show that seeing a 65-year-old 
avatar of yourself prompts you to save more for 
retirement. On the lighter side: Entertainment 
will be more fun, games will be more active, 
shopping more informed and navigating nearly 
foolproof. Map overlays will guide our hikes, 
perhaps encouraging us to explore more of our 
world. Digital avatars may join our calls, perhaps 
deepening our long-distance connections. With 
the expansion of augmented reality, we will no 
longer speak of digital versus real worlds — we will 
actively overlay the two on behalf of gamification, 
beautification, information and communication. 

Our identity will grant us access to  
new possibilities.
In the realm of identity, we will have asset classes 
we haven’t even defined yet as we increasingly 
realize the value of our attention, personal data 
and broader digital footprints. As any teenager 
with a Snapchat Story already knows, we’ll 
carefully craft personal brands as one of our few 
remaining owned assets.

Identity management will become much  
more critical.
It will be essential as we increasingly use our 
tracked identity to gain access and information. 
We’ll disperse our identity across digital services 
and devices, creating new threats from constant 
connection. As we race to the top of Maslow’s 
pyramid (self-actualization), we can’t neglect the 
base (safety). Biometrics will play a bigger role, 
further uniting our physical being and our digital 
identity on behalf of information security. Smart 
identity management will be an essential skill and 
the table stakes of trust in the future.

The CAGR of the global 
augmented reality market 
between 2016 and 2022.

76%

Synthetic reality
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The cost in 2016 to get a 
McDonald’s Happy Meal in 
Sweden with a working virtual 
reality headset inside.

$4.10
The number of downloads  
of Pokémon Go in less  
than a month.

100M

Where is the world headed?
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Dawn doesn’t draw strict delineations between 
her real and virtual world — the overlap is so 
extensive the difference is indistinguishable. She 
doesn’t speak of her digital identity or her real 
identity, she just speaks of herself. 

She loves that she’s able to travel (she can test 
out a vacation spot in VR) and trial (she virtually 
simulates six months of a new career to see if it 
would be the right fit) — all in one afternoon. 

Her digital avatar is way more than just a game — 
it’s a way to get stuff done, authenticating her 
across all sorts of different sites and experiences. 

She rarely gets lonely because, every night, she 
watches TV next to her sister — who lives halfway 
across the country. She never gets lost because 
she always has her AR map overlay. It actually 
makes her a lot more adventurous. What’s the 
worst that could happen?

She has many new ways to make money. She is 
rewarded for watching ads, seeing movies, rating 
doctors, picking up trash and all sorts of little 
activities people used to do for free. 

She lives in a synthetic reality, digital and human 
in harmony. 

She’ll gain self-actualization: 
digital and human in harmony

How will Dawn respond?



Meet Dawn

Synthetic reality
35

The stakes for security are high and Dawn worries 
about hacks. A lot of her friends have been hacked.  
It’s almost like getting sick — you know it will 
happen sometime, you just have to be able to  
get better quickly. 
 

More than security, though, she’s worried about 
whether she’s making the most of all the resources 
available to her. At any moment, she could be 
virtually visiting a meditation center in Bali, taking 
her avatar to visit her mom in Virginia, or earning 
money for her attention. Potential can be exhausting. 

… but also fear: 
a lot of new threats

After a hard afternoon at work, Dawn wants to 
explore the beach. She puts on her Magic Leap 
contact lenses, which give her navigation support 
(directions to the least crowded area), real-time 
decision support (which sunblock to 
buy) and enhanced visuals (she overlays a virtual 
Loch Ness monster on the waves, just for fun). 
She comes home in the evening and settles 
down to watch the news through her Samsung 
VR platform. She breaks down in tears as she 
experiences the latest terrorist attack in Germany. 
She recovers after a few minutes and sees the 

news of a recent data hack. Anxiously, she does 
a quick check on LastPass and confirms that 
her identity is secure. She notices that Kred has 
increased the value of her data, thanks to her new 
batch of Instagram followers. She picks another 
channel with a flick of her eyes and earns a few 
Perk Points by checking in with Viggle (which 
she’ll redeem for an Amazon gift card in a few 
weeks). Noticing the time, her VR automatically 
switches to sleep mode so Dawn can get a full 
eight hours. The sound of faraway waves crashing 
lulls her to sleep. 

It’s already  
happening
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What do you 
need to do to 

stay relevant to 
Dawn?

If you stay ahead of technological trends and 
in touch with human needs, you’ll know where 

customers are headed and beat them there. 
You’ll fly through daunting change  

into a world of unprecedented opportunity.  
You’ll get your jetpack after all.

Meet Dawn
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A life in flow

Never interrupt Dawn’s flow; rather, provide products and experiences  
that flow smoothly with her de-located, independent life.

Transparent existence

Be transparent. Dawn’s trust goes to crowd-verified, fully transparent 
products and processes, so open up your customer experience for full 

accountability. Ground your trust in transparency, not authority. 

Omnipotent individual

The standard-bearer of the future will be decidedly nonstandard. Give  
Dawn the power to unbundle, customize, make, modulate and mix.

On-demand everything 

Eliminate Dawn’s three nonstarters: Waiting, Boredom  
and Unnecessary Effort. Make everything instant, fun and easy.

Exponential intelligence

Equip her with as much information as possible, from as many sources  
as possible. Open your traditional expertise to the wisdom of the crowd  

and artificial intelligence. 

Synthetic reality

Help Dawn be more and do more by integrating digital and real.  
Capitalize on all the new possibilities in gamification,  

beautification, information and communication. 

Meet Dawn
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